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ABSTRACT 
Facilities Management (FM) within South Africa is fast becoming a major determinant for 
many organisations in terms of their bottom line that is, the company’s net earnings or net 
income. Facilities Management is known to effectively affect organisations bottom-line if 
properly implemented. Many factors such as the ever rising expectations of employees, 
the high cost of building mistakes, (example of such mistakes are buildings not fit for 
purposes, buildings with high inefficient energy consumption) taking over the life cycle of 
the building, statutory and legislative regulations and the advent of information technology 
and global competition have all impact the way facilities management has developed over 
the years. These factors have ensured that the profession of facilities management has 
evolved from being just a janitorial operation to being one of a strategic nature for many 
organisations. 
Facilities Management is the coordination of physical workplace with infrastructure, 
people, processes and technology in order for an organisation to meet its objectives. It 
covers a wide field encompassing models that tend to differ considerably from one 
organisation to another. It has to respond to the particular needs of each organisation and 
also the manner in which organisations procure or implement these services. 
Outsourcing is one of the methods by which facilities management services are procured 
by many organisations. It is becoming an increasingly common way of procuring facilities 
management services. Outsourcing tends to provide a sound financial and business 
reason for organisations in pursuing these routes as it provides a way in procuring 
outside expertise which may be able to do the job better, at a cheaper rate and more 
quickly. 
The objective of this research is to focus on why the facilities management services as 
provided by the service provider is not up to the required levels of standards as required 
by the client and the reasons why the service is as such. Thus there is a need for a 
transformational strategic plan from the service provider in order to ensure that the 
outsourced contract is not terminated prematurely. 
The study revealed shortcomings which contributes to the problems of poor service 
standards: mainly that, 
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 The senior management team do not have the necessary skill to manage such an 
outsourced contract;  
 Personnel working on the contract do not understanding the contents of the 
request for proposals and service level agreement in providing the required 
service levels, and 
 Overall, there is a lack of strategic management on the managing of the contract. 
Keywords: Absa, facilities management, strategy development, strategic facilities 
management, outsourcing. 
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CHAPTER 1    
THE PROBLEM AND ITS SETTING 
“Outsourcing might be a dirty word within some organisations. After all, the practice 
involves replacing in-house jobs with contract workers. But maintenance and 
engineering departments in many commercial organisations have embraced the 
practice. Along the way, they have fine-tuned it so that it has become a strategic 
management practice that can help hold down costs, improve customer satisfaction, 
and ensure the smooth operation of facilities” (Hounsell, 2007). 
1.1 INTRODUCTION 
The Absa Group is one of the biggest banks within the Republic of South Africa. The 
bank provides financial services to over five (5) million customers within South Africa. 
The Corporate Real Estate Services (CRES) is the custodian of all services related to 
the built environment within the Absa group. The CRES division ensures that all 
premises, whether owned and or leased, across the Absa portfolio, are managed and 
maintained by ensuring: 
 Consistent application of property management and maintenance standards; 
 Proactive control of expenditure; 
 Protection and enhancement of the asset value, and 
 Compliance with all statutory and legal requirements. 
 
The above is performed to ensure that operational accommodation standards are 
sustained and the group’s investments are protected (Absa CRES, 2011). 
 
There are other Business Units (BUs) within the CRES organisation, who are 
involved with different aspects of the portfolio. These BU’s are: 
 Facilities Management (Corporate & Retail); 
 Property Management; 
 Architectural Studio, and 
 Project Management (Absa CRES, 2011).  
2 
1.2 CORPORATE FACILITIES MANAGEMENT (CFM) 
The main objective of the CFM is to provide an environment within the Absa 
Corporate environment, which support clients in achieving and exceeding their 
business objectives. The portfolio is largely concentrated in Gauteng, with the highest 
concentration of buildings in the Johannesburg metropolitan. The aim was to create a 
centre of excellence within Gauteng, to optimally deliver facilities management 
services to the group’s clients.  
 
The activities undertaken within CFM extend across a wide scope of services such 
as: 
 Operational day to day maintenance;  
 Switchboard;  
 Security;  
 Cleaning;  
 HVAC;  
 Uninterrupted power system and generators;  
 Reprographics, and 
 Catering etc. (Absa CRES, 2011).  
CFM also aims to deliver “best in class” facilities management services, where 
services are aimed at operational functionality of the buildings an client satisfaction, 
as well as striving to create new, innovative ways of doing business in order to add 
value for its clients services.  
 
CRES in 2009 embarked on a project to outsource all its facilities management 
activities to Johnson Controls Facilities Management (JCFM) in South Africa, a global 
facilities management (FM) service provider, in the hope of leveraging on JCFM 
world class expertise and have access to best practises amongst other things, in 
driving down the group’s operational cost, reducing downtimes, gaining a competitive 
edge, increasing customer satisfaction, and whilst keeping their staff motivated (Absa 
CRES, 2011). 
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1.3 PROBLEM STATEMENT 
1.3.1 Main problem 
The provision of facilities management services by JCFM for the Absa Group is 
dysfunctional. Currently, there is no management direction on the management of 
the contract. The service levels are substandard, high operational cost, poor vendor 
management, coupled with high vendor costs; the expectations of the client are not 
meet. The result is a very unsatisfied client, with the threat of terminating the contract 
prematurely. 
1.3.2 Sub-problems 
Having identified the main problem, the following sub–problems need to be 
addressed in order to deal with the issues of FM on the Absa Outsourced Contract: 
Sub-Problem 1 
To determine whether the facilities management services rendered is up to Absa 
CRES’s required standards of gold, silver and bronze depending on the building type. 
Sub-Problem 2 
To determine whether, JCFM facilities management personnel know and understand 
what is expected from the client. 
Sub-Problem 3 
To determine whether, senior management inexperience and inability to provide 
management direction is resulting in poor FM service delivery to the client. 
1.4 HYPOTHESES 
Leedy and Ormrod, (2010:4, 56) defines a hypothesis as a logical supposition, a 
tentative proposition set forth to assist in guiding the investigation of a problem or 
provide possible explanation for the observations made. Welman, Kruger and 
Mitchell (2009:26), also defines a hypothesis simply as a tentative statement which is 
opened to confirmation or rejection when subjected to empirical verification. It is 
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apparent from the above statement that a hypothesis can be regarded as an 
assertion or claim whose validity remains to be tested.  
Hypothesis 1: There is a lack of knowledge of the content of the request for proposal 
(RFP) in terms of its requirements and service standards. 
Hypothesis 2: The lack of knowledge of the Service Level Agreement (SLA) by JCFM 
personnel is resulting in poor facilities management services provision. 
Hypothesis 3: There exists no strategic management direction by senior 
management. 
1.5 DELIMITATIONS OF THE STUDY 
 The research is conducted within the Gauteng portfolio of the Absa Group which 
is made up of the Pretoria and Johannesburg areas; 
 Only JCFM personnel, whom have being on the account since November 2009 
were involved in the survey; 
 The research is conducted within the Corporate Facilities Management portfolio; 
 The research is limited to only the views of facilities management personnel 
working for Johnson Controls Facilities Management South Africa, and 
 Only operational and senior management views are being considered.  
1.6 DEFINITION OF TERMS 
1.6.1   Facilities Management (FM) 
Atkin and Brooks (2009:1) defines facilities management as “an integrated approach 
to operating, maintaining, improving and adapting the buildings and infrastructure of 
an organisation in order to create an environment that strongly supports the primary 
objectives of the organisation.” International Facilities Management Association 
(IFMA, 2012), on the other hand, defines facilities management as “Integration of 
processes within an organization to maintain and develop the agreed services which 
support and improve the effectiveness of its primary activities”. 
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1.6.2 Total Facilities Management (TFM) 
Total facilities management is an outsource process in which the responsibility for 
providing integrated facilities management services and managing the services is 
placed in the hands of a single organisation (Atkin & Brooks, 2009:50). 
1.6.3 Corporate Real Estates Services (CRES) 
This is the department with the Absa Group that oversees the maintenance and 
management of all owned and leased buildings (Absa CRES, 2011). 
1.6.4 Outsourcing 
Outsourcing could be defined as a process by which a user employs a separate 
company under contract to perform functions which had previously been carried out 
in-house and transfers to that supplier asset, including people and management 
responsibility (Eiselen, 2007:5). Cloete (2002:102) defines outsourcing as contracting 
out, whereby a user employs a separate organisation under a contract to perform a 
function which could, alternatively be performed by in-house staff. 
1.6.5 Strategy 
Strategy is the direction and scope of an organisation over the long term, which 
achieves advantage in a changing environment through its configuration of resources 
and competences with the aim of fulfilling stakeholder expectations (Johnson, 
Scholes & Whittington, 2008:3). 
1.6.6 Strategic management 
Strategic management involves the understanding of the strategic position of an 
organisation, making strategic choices for the future and then putting into practise the 
strategies chosen (Johnson et al., 2008:12). 
1.6.7 Service Standards 
These are the service factors that differentiate between the three (3) service offerings 
classified as Gold, Silver and Bronze service standards. They are applicable to all 
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facilities management services provided for the corporate portfolio (Absa CRES, 
2011). 
1.6.8 Service Level Agreement (SLA) 
An SLA deals with how the service specification shall be translated into actions that 
achieve the required results and will include the means for dealing with evaluation of 
performance, incentives and penalties (Atkins & Brooks, 2009: 280). 
1.6.9 Request for Proposal (RFP) 
Document used to request for services from external service providers, usually 
detailing the type of services, service standards, pricing structure, personnel 
compliments etc. It is the primary document that is sent to vendors/suppliers to 
invites them to submit a proposal to provide the required goods or services (Epiq 
Technologies, 2008). 
1.7 ABBREVIATIONS 
BIFM:  British Institute of Facilities Management 
BPOM: Business Process Outsourcing Management 
CFM:  Corporate Facilities Management 
CRES:  Corporate Real Estates Services 
FM:  Facilities Management 
FMSA:  Facilities Management South Africa 
HVAC:  Heating, Ventilation and Air-condition 
IFMA:  International Facilities Management Association 
JCFM:  Johnson Controls Facilities Management 
RFP:  Request for Proposal 
SLA:  Service Level Agreement 
SAFMA: South African Facilities Management Association 
SFMS:  Strategic Facilities Management Section 
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1.8 ASSUMPTIONS 
The following assumptions are made: 
 All respondents have the necessary experience within the FM industry in order to 
clearly articulate their answers to questions in the survey; 
 The sample size was large enough to carry out the research, and 
 The facility management services are not up to the required standard levels. 
1.9 THE OBJECTIVES OF THE STUDY 
The study intends to fill a void in the current facilities management services provided 
to the Absa Group by JCFM. The outsourced contract is for a period of five (5) years 
and it will only make financial sense for Johnson Controls to ensure that Absa renew 
or extend the contract for another five (5) years, this can be done by addressing all 
non-performance and service standards non-compliance. With the current state of 
affairs on the account, in which various dissatisfaction has being tabled by the client, 
coupled with the expectations of the client, there seems to be a breakdown in the 
relationship between the two parties, and this is resulting in a relationship which will 
not only jeopardise the renewal of the contract but also the loss of the largest 
outsourced contract in the Southern hemisphere. 
The objectives of the study are as follows: 
 To determine why the current state of the outsourced contract of facilities 
management services provided by Johnson controls to the Absa Group is 
dysfunctional; 
 To determine if the current service level received from Johnson controls FM is as 
promised in the request for proposal document, and 
 To determine the behaviour relationship of Absa CFM personnel towards the 
outsourced contract. 
 
The area of strategic facilities management is one area that most organisations do 
not include in their management strategies, but they put into practice a program that 
is intended to drastically improve the running of their facilities. The whole area of 
strategic facilities management can often seem like too much to take on at the same 
time and a holistic approach to it can often seem daunting and even confusing, 
hence many companies do tend not to deal with it adequately (Donaldson, 2011). 
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1.10 IMPORTANCE OF THE STUDY 
For Johnson Controls FM Ltd, the importance of this study cannot be 
underestimated. The findings and analysis of the findings will provide a better 
understanding of non-performance and non-compliance on the outsourced contract 
and the level of knowledge of its facilities management staff working on the Absa 
account in terms of their knowledge of what they are expected to deliver and to what 
standard levels and the level of managerial experience the senior management team 
on the account have in providing strategic management on the account.  
 
Having identified all the gaps, JCFM, Executive management team would be in a 
better position to identify and implement an effective strategic facilities management 
plan to provide the required service levels as offered in the proposal. 
 
The study will provide guidance to the leadership of the account in providing clear 
service enhancement strategies to be implemented across the entire account to 
ensure renewal of the contract. Through this study, the strategic position of the 
account and strategic choices will be identified and implemented.  
Hackman, (2008:1, 25-37) also purported that by critical examining the strategic and 
operational factors developed from the identification of four main aspects of building 
maintenance management: namely building maintenance policy and strategy, 
strategic management and facility performance management, an outsourced supplier 
would be better placed to provide better facilities management services to its clients 
and users. JCFM as a whole stands to benefit from this study as this research aims 
to address the problem of poor service delivery and also help in getting the contract 
renewed, bearing in mind the financial benefit that comes with such a contract.  
1.11 OUTLINE OF THE RESEARCH  
The research is outlined as follows.  
Chapter 1 is the introduction, which highlights the background, statement of the 
problem, sub-problems and hypotheses, limitations, objectives and the importance of 
the research. 
 
Chapter 2 is devoted to the reviews of related literature, which focuses on the nature 
of facilities management, concept of value and value-added FM, theoretical aspect of 
9 
FM, outsourcing and in-sourcing FM approaches. The literature review forms the 
backbone of the scientific argument presented.  
 
Chapter 3 looks at the research methodologies used, data gathering instruments 
used and the methods employed in the data analyses.  
 
Chapter 4 deals with how the data obtained from the questionnaire is presented, 
analysed and discussed. The chapter also constitutes the testing of hypotheses. An 
outline of the hypotheses and the statistical methods used are presented. The 
discussions of the outcomes are also presented. 
 
Chapter 5 concludes the study as well as recommendations for further research 
1.12 SUMMARY 
This chapter is based on guidelines for research methodology obtained from Leedy 
and Ormond (2010) with the aim of presenting the main and sub-problems to be 
researched. In chapter Two, reviews of related literature will be discussed.  
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CHAPTER 2    
REVIEW OF RELATED LITERATURE 
Facilities management as “Integration of processes within an organization to maintain 
and develop the agreed services which support and improve the effectiveness of its 
primary activities”. (IFMA, 2012), 
2.1 INTRODUCTION  
“Facilities Management (FM) is a growing discipline born out of the need for a 
structured approach in managing facilities in a coordinated manner with clear 
guidelines and a strategically planned methodology”. Kamarazaly (2007) further 
states that the fast growth of facilities management industry has being to due 
organisation’s capability of adding value to their business operations in order to 
achieve the best business outcomes in terms of agility, flexibility, business continuity, 
corporate strategic objectives and most importantly competitive advantage. 
The Strategic Facilities Management Section (SFMS, 2006) adds that FM offers an 
integrated approach to maintaining, improving and adapting the buildings and other 
infrastructure of an organisation in order to create an environment that strongly 
supports the primary objectives of the organisation. In 2009, The International 
Facilities Management Association (IFMA, 2009) defined FM as a profession that 
encompasses multiple disciples to ensure functionality of the built environment by 
integrating people, place, process and technology. This definition has subsequently 
being revised to, “the Integration of processes within an organization to maintain and 
develop the agreed services which support and improve the effectiveness of its 
primary activities” (IFMA, 2012). Whilst the South African Facilities Management 
Association (SAFMA, 2010) defines FM as “an integrated approach to maintaining, 
improving and adapting the buildings and other infrastructure of the organisation in 
order to create an environment that strongly supports the primary objectives of the 
organisation”. 
The British Insitute of Facilities Management (BIFM, 2012) defines “FM as the 
integration of processes within an organisation to maintain and develop the agreed 
services which support and improve the effectiveness of its primary activities”. In 
order words, facilities management is the integration of multi-disciplinary activities 
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within the built environment and the management of their impact upon people and 
the workplace. Effective facilities management is vital to the success of an 
organisation by contributing to the delivery of its strategic and operational objectives.  
In addition, Kamarazaly (2007:7) in observing facilities management as the process 
by which an organisation ensures that its buildings, systems and services support 
core operations and processes as well as contribute to achieving its strategic 
objectives in changing conditions. All these definitions of FM by the various 
associations reinforce the various components of facilities management: namely 
people, place, processes and technology. 
From a strategic facilities management point of view, Kamarazaly (2007:8) 
furthermore highlights that facilities management is the prime source for 
management of infrastructure resources and services with the focus to support and 
sustain the operational strategy of the organisation. Overall in general, facilities 
management is vital for managing facility resources, support services and working 
environment to support the core business of the organisation in both long-term and 
short-term (Chotipanich, 2004).  
 
Cloete (2010:3) indicates that the growth of facilities management was prompted by 
the increasingly high cost of space to the building owner, rising employee 
expectations, statutory or legislation requirements regarding acceptable working 
conditions within the build environment, the impact of information technology on 
business functions, the high cost of mistakes of buildings over their life cycle, and 
global competition. 
 
Lavy and Shohet (2007) also highlights the following processes as having lead the 
area of facility management becoming one of the most important for many a business 
success. These are:  
 Increased construction costs, particularly in the public sector;  
 The ever-rising cost of space upon productivity;  
 Increased performance and employee requirements;  
 Contemporary bureaucratic and statutory restrictions that decelerate start-up 
of new construction projects, and  
 Performance of high-rise buildings that is highly dependent on maintenance.  
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Thus, facilities management can be viewed as creating an environment that is 
conducive to carrying out the organisation’s core operations taking an integrated view 
of the services infrastructure and using this to deliver customer satisfaction and best 
value through support and enhancement of the core business (Atkin & Brooks, 2009: 
3). 
2.2 THE SCOPE OF FACILITIES MANAGEMENT 
The scope of facilities management is known to comprise of a wide range of 
activities.  Kamarazaly (2007:8) by stating that the scope of FM discipline covers all 
aspects of property and space management, environment control, health and safety, 
support services and requires that appropriate monitoring and control centres are 
established in the organisation. Whilst (Atkin & Brooks, 2009:3) mentions that in 
practice, FM can cover a great variety of services including real estate management, 
financial management, change management, human resources managment, health 
and safety management, supplier and contracts management in addition to building 
maintenance, domestic services such as as cleaning, security and utilities 
management.  
From the above, it is clear that the definitions and scope of facilities management 
services could be anything and varies with each organisation (Kamarazaly, 2007:22) 
and that the scope of services would also vary from company to company. However, 
Atkin and Brooks (2009:2) argues that a holistic definition of facilities management 
should emphasize on the importance of intergrative, interdependent disciplines 
whose overall purpose is to sustain an organisation in the pursuit of its business 
objectives. Thus, this definition of facilities management can be taken to mean the 
following: 
 Support people in their work acivities; 
 Enhance indivdual well being; 
 Enable the organisation to deliver effective and responsive services; 
 Sweat the physical assets, that is, making them highly cost-effective; 
 Allow for future changes in space utilisation; 
 Provide a competitive edge to the organisation’s core business, and 
 Enhance the organisation’s culture and image.  
 
It was argued that the different definitions of facilities management indicated that it is 
an evolving field whose nature is somewhat fluid (Kamarazaly, 2007:22). It is 
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therefore inadquate to formulate a holistic definition, which will capture the true 
essence and scope of facilities management functions. However, the above reviews 
provides some insights into the wide spectrum of facilities management services 
upon which this research and findings will be anchored. 
 
Chanter and Swallow (2007:4-5) provides a simplistic list as the scope of facilities 
management: 
 Master space planning; 
 Property management; 
 Equipment and consumable procurement; 
 Fire detection & protection; 
 Health and safety; 
 Human resources; 
 Office management; 
 Real estate; 
 Space and furniture; 
 Layout and design; 
 Financial control; 
 Construction management; 
 Scheduling, and  
 Business support services such as mailroom, reception, etc. 
Collings (2007) also indicates that the breadth of facilities management activities also 
covers, but not limited to the following: cleaning, heating, ventilation, air-conditioning, 
electrical, building and plumbing trades, grounds-keeping or landscaping, concierge, 
call centre, tenant liaison, car parking, energy management, waste management, 
sustainability, mail-room and pest control. 
 
Coy (2008) illustrates elements of facilities management within an organisation in 
Figure 1. Based on this, it can be stated that facilities management is intertwined in 
all aspects of the functionality of the organisation. Atkin and Brooks (2009:2) also 
state that FM is about providing support to an organisations core business and to 
benefit, most organisations need to understand that they must be informed clients in 
that they have the right knowledge needs and wants in order to better manage their 
facilities. According to Atkin and Brooks (2009:2), this requires a focus on service 
delivery that provides customer satisfaction and best value in an environment in 
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which risks abound, effective FM comes from being able to devise and implement 
practices that reduce or eliminate the risks and that add value to the core business. 
 
Figure 1: Illustration of FM Elements. 
Source: Coy (2008) 
 
Figure 2 illustrates the levels of FM within an organisation where both the technical 
and service orientated services make up the backbone of FM. Cloete (2010:3) states 
that within the property industry, the term facilities management is often confused 
with other terms such as maintenance management, property management and 
asset management. Cloete (2010:3) adds that each one of these terms are different 
and therefore should not be confused with facilities management. Cloete (2002:3) 
furthermore states that it is important to distinguish them from the start, although it 
can be argued that as presented by Coy (2008), FM is a management function 
intertwined with other management functions such as maintenance management, 
asset management and property management  (Lazarus, 2008b:6-7). 
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Figure 2: Levels of FM within an Organisation. 
Source: Coy (2008) 
 
According to Coy (2008), excellent facilities management amongst other things 
include the following: 
 Delivery of effective management of an organisation’s assets; 
 Enhance the skills level of people within the FM industry and provide 
identifiable, meaningful career options; 
 Enable new working styles and processes vital to technology advancement; 
 Enhance and project an organisation’ image an identity, and 
 Deliver business continuity.  
 
2.3 RATIONALE FOR FACILITIES MANAGEMENT 
Freeman (2010) states that in today's tough economy, businesses are doing 
everything they can to be cost-effective. However, they often cut facilities 
management, thinking it is too expensive. Facilities management is actually a great 
saving for your company. Freeman (2010) furthermore indicates the following 
benefits of having an effective facilities management system: 
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 Cost Savings: Buildings and land are usually the second largest expenditure of 
any business. By effectively implementing sound facilities management practices, 
a business can annually save millions. These measures include keeping all 
building systems and equipment up to date and running efficiently, and 
maintaining security. This will save the company money in the long run by 
reducing utility costs, eliminating expensive emergency service calls and 
lawsuits;  
 Customer satisfaction: While many people would not admit it, they are far more 
likely to visit and revisit a company that takes pride in its appearance. By keeping 
the site well maintained, a company shows that it pays attention to detail and will 
go the extra mile;  
 Occupant retention: It is far easier to keep an occupant than to find a new one. 
By paying attention to occupant and visitor concerns about such things as room 
temperatures, building owners and managers show they want to keep them 
satisfied;  
 Code compliance: As it is known, today's society is more litigious than ever and 
government standards are always changing. An effective facilities management 
system, by documenting operations, can serve as evidence that your company is 
striving to provide a safe environment;  
 Green Image: Not only is eco-friendly facilities management important for 
conserving natural resources and reducing pollution, it can also be a major selling 
point. While it will likely be the main drawing card for attracting customers, 
pointing out that your company strives to maintain "green" operations in its 
building and grounds will impress potential customers;  
 Personnel Retention: Everyone is more productive when they work in a safe, 
comfortable environment. By using effective facilities management, labour costs 
could be controlled as staff will be working at their best. It will furthermore ensure 
ability to attract and retain the best employees;  
 Safety: No employee wants to be in a workplace under constant threats, whether 
it be from accidents, thefts or violence. Establishing and maintaining an effective 
and up-to-date facilities management with the result that staff, occupants and 
visitors are as safe as possible from any harm;  
 Health-Care Costs: Businesses lose millions each year in “sick time” and health 
care costs. Effective facilities management may prevent sick building syndrome 
(a set of symptoms such as headache, fatigue, eye irritation, and breathing 
difficulties, that typically affect workers in modern airtight office buildings, that are 
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believed to be caused by indoor pollutants, and that tend to disappear when 
affected individuals leave the building (Webster, 2013)), eye strain, carpal tunnel 
syndrome (this is a condition brought on by increased pressure on the median 
nerve at the wrist. In effect, it is a pinched nerve at the wrist. Symptoms may 
include numbness, tingling, and pain in the arm, hand, and finger (ASSH, 2013)), 
back pain and a host of other illness. This may save health care costs and 
employee downtime, and  
 Resale Value: If and when the time comes to sell the facility, it will likely get a far 
better price if it can show that it has well-maintained buildings and grounds. It 
may also be able to sell faster because it will not have to go through a frantic 
process to "stage" the property - it will already be ready to show. 
 
Investment in facilities management programs clearly demonstrates the benefits as 
mentioned by Freeman (2010). 
2.4 FACILITIES MANAGEMENT STRATEGY 
There are many definitions of FM, but the most commonly used one is that it is an 
integrated approach to operating, maintaining, improving and adapting buildings and 
infrastructure of an organisation in order to create an environment that strongly 
supports the primary objectives of the organisation (Atkin & Brooks, 2009:1).  
 
Atkin and Brooks (2009:3) further argues that FM creates an environment that is 
conducive for an organisation to carry out its primary or core operations, taking an 
integrated view of the services infrastructure, then uses this to deliver customer 
satisfaction and best value through support for and enhancement of the core 
business. Knowing its core business activities, an organisation needs to also identify 
and focus on its non-core business activities, as these tend to be the driving forces or 
activities that support the core business activities. 
According to Tonono (2008:43) in most cases, an organisation must distinguish 
between the core business and non-core business as part of the drive for customer 
satisfaction and to achieve best value The whole concept of core business and non-
core business necessitates the definition of strategy in the context of FM. Johnson et 
al., (2008:10) define strategy as the direction and scope of an organisation over the 
long term, which achieves an organisation’s advantage through configuration of its 
resources within the changing environment to meet the needs of markets and fulfil 
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stakeholder expectations. “A business or organisation without direction is like a ship 
without a rudder, it will not reach its destination” (Tonono, 2008:43). 
 
Figure 3: Basic Relationship between Core & Non-core Business. 
Source:  Atkin and Brooks (2009:3) 
 
From Figure 3 it is can be observed that the non-core business activities are 
outsourced, usually to an external service provider in order to allow the organisation 
to concentrate on its core business activities. 
Kamarazaly (2007: 10) classifies facilities management into three distinctive groups: 
strategic FM, tactical FM, and operational FM. The balance between technical 
managerial and business acumen is required in the strategic, tactical and operational 
decision making processes. Lazarus (2008b) also indicates that for organisations to 
be successful in the future, they will have to approach FM as an integral part of their 
strategic plan and those organisations that treat FM as a ‘commodity overhead’ will 
be at a significant strategic disadvantage.  
 
Facilities management is increasingly becoming of strategic significance to 
organisations and like all businesses can essentially be broken into two larger parts 
namely the core business and non-core business (Grima, 2012). The non-core 
business, or support services, plays an essential role to enable the organisation to 
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operate at its most efficient. This in turn reflects in competitive advantage, 
profitability, sustainability and value to the customer (Grima, 2012).  
 
Grima (2012) furthermore states that the emerging complexity of facility management 
over recent years has stirred up great debate on what a Facility Manager is and what 
skills and training a particular person should have. What is clear is that the profession 
is changing and far more skills and attributes are required of the facilities manager to 
be effective and successful. Skilled and experienced facilities managers are finding 
themselves in very senior roles within their organisation, a trend which further 
highlights the emerging strategic importance of facilities management. 
 
In collaborating the importance of a facilities management strategy, Grima (2012) 
highlights that in formulating a facilities management strategy, the strategy cannot 
realistically be formulated without having knowledge of the organisations business 
model and fundamental objective, but this is what often unintentionally occurs.  
 
Grima (2012) also states that more than often, the facilities management department 
is relegated to a reactive support service rather than an integrated strategic part of 
the business structure critical in delivering on the customer value proposition. 
According to Grima (2012), key considerations when formulating a facilities 
management strategy could be listed as follows:  
 The organisations objectives;  
 Risk mitigation policies;  
 Business operational plans, and  
 The space/accommodation strategy. 
 
2.5 DEVELOPING A FACILITIES MANAGEMENT STRATEGY 
2.5.1 Introduction 
In order to manage facilities efficiently and effectively, robust strategies must be 
developed within the context of the organisation’s strategic business plan and 
accommodation strategy. These should include development of strategic objectives 
and a business plan for the facilities management function, with proper reference to 
the organisation’s business plan and space strategy (Atkin & Brooks, 2009:14). 
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Atkin and Brooks (2009:14) also provide the following requirements for a facilities 
management business plan: 
 Consider the needs of the organisation, differentiating between core and non-
core business activities; 
 Identify and establish effective and manageable processes for meeting those 
needs; 
 Establish the appropriate resource need for providing services, whether obtained 
internally or externally; 
 Identify the source of funds to finance the strategy and its implications; 
 Establish a budget, not only for the short term, but also to achieve best value 
over the long term, and 
 Recognise that management of information is the key to providing a basis for 
effective control of facilities management. 
The development of a facilities management strategy is a project in its own right and 
must be undertaken rigorously, using appropriate techniques and tools (Atkin & 
Brooks, 2009:12). Many authors on strategic management have identified three 
important pillars that form strategic management, namely: strategic analysis, 
strategic choices and strategy in action (implementation). Atkin and Brooks (2009:12) 
support this stating that an organisation should follow these three stages to produce 
an effective strategy for the management of its facilities. The process of developing a 
facilities management strategy is illustrated in Figure 4 and indicates the three main 
stages namely analysis, developing solutions and strategy implementations with their 
contributing elements (Atkin & Brooks, 2009:14). 
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Figure 4: Process of developing Facilities Management Strategy. 
Source: Atkin and Brooks (2009:14). 
 
(i) Analysis – all relevant facts are assembled, including the organisation’s 
objectives, needs and policies, a review of resources, processes, systems and 
the physical assets, together with their attributes in terms of space, function and 
utilisation;  
 
(ii) Developing Solutions – criteria for judging options are defined and evaluated 
against the objectives of the organisation to produce a facilities management 
strategy; and  
 
(iii) Strategy Implementation – this completes the strategic planning and 
development process through the establishment of an implementation plan that 
incorporates the key elements of procurement, mobilisation, training, 
communication, review and feedback.  
 
Atkin & Brooks (2009:20) furthermore indicates that on completion of the process, the 
facilities management strategy should become an integral part of an organisation’s 
strategic and operating plans and should comprise the following:  
 Financial objectives; 
 Goals and critical success factors; 
 Customer-focus strategy;  
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 Procurement strategy;  
 In-house/ outsourcing strategy;  
 Technical strategy;  
 Human resource plan;  
 Business processes, and 
 Information and communication technology.  
2.5.2 Strategic analysis of facilities management  
Strategic analysis is concerned with a thorough understanding of the present state of 
an organisation’s real estate and its approach to facilities management. The following 
strategic analysis elements are paramount (Atkin & Brooks, 2009:15-29):  
2.5.2.1 Services audit and review  
This entails the organisational identification and differentiation between the core and 
non-core business activities. This will allow an organisation to concentrate its efforts 
on where they are most needed in terms of running the business. It will be up to that 
organisation to determine its non-core business activities due to the fact that what is 
non-core to one organisation might be core to another. This is the responsibility of 
the senior management of the organisation because it is the most knowledgeable in 
terms of the direction and future of the organisation. It is important that an 
organisation should critically look at examining existing policies in terms of corporate 
guidelines, performance standards, quality assurance, health and safety and other 
statutory requirements. Undoubtedly, business processes and procedures, including 
service delivery, should be thoroughly investigated based on the FM strategy (Atkin & 
Brooks, 2009:15-29).  
2.5.2.2 Assessment of expectations and objectives  
It is the responsibility of the organisation to define its expectations and objectives for 
facilities with relative ease. The objectives of FM must be embodied in a formal 
statement as part of the organisation’s overall mission statement. It is important that 
these objectives relate to the business needs, as identified in the strategic plan of the 
organisation (Atkin & Brooks, 2009:17).  
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2.5.2.3 Portfolio audit  
This is a real-estate issue, as the provision of support services, maintenance plans 
and assessment of risk needs strong consideration in terms of asset management. 
The thorough investigation of the portfolio is paramount to determine the space 
utilisation and procedures. This will enable the organisation to raise the awareness of 
how space is being utilised and how economical usage is (Atkin & Brooks, 2009:17-
18).  
2.5.2.4 Resource audit  
Human resources are the key in the portfolio. It is important to do a desk-top analysis 
of personnel employed in the provision of facilities and support services. This 
exercise will assist in the determination of the capacity of the portfolio to cover in-
house and outsourced arrangements. The resource audit should concentrate on 
people (by determining their skill profiles and identifying gaps), service providers (by 
assessing capabilities, scope and terms of engagement) and systems (by 
establishing technological readiness and systems audits) (Atkin & Brooks, 2009:18-
19).  
2.5.2.5 Market audit  
It is important from time to time that market audits be conducted so as to establish 
the state of the real estate on the market and the availability of service providers. 
This information can be made available during the preparation of an accommodation 
strategy and from the valuation of assets for financial accounting purposes (Atkin & 
Brooks, 2009:19).  
2.5.3  Developing Strategic FM Solutions  
Any information derived from the strategic analysis should be open, without bias and 
allowing for new ideas and innovative solutions to flow. Atkin & Brooks (2009:19-23) 
indicate that this process entails the following issues of various strategic choices:  
2.5.3.1 Generation of options  
At this stage the analysis and identification of gaps have been achieved as well as 
how well the attributes of FM match up to the needs of the organisation. This means 
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that the generation of options is to close or bridge the gaps that were identified as 
well as to align innovative solutions with present and future needs. It is important to 
play with creativity and even extend to ‘thinking the unthinkable.’ This is the time of 
generating options and the focus should be rigorously on that, leaving evaluation for 
a later stage in the process (Atkin & Brooks, 2009:19).  
2.5.3.2 Evaluation of options  
This can be examined in the context of strategic analysis to assess their relative 
merits. These options should be built on strengths and aim to overcome weaknesses, 
while minimising the threats facing the business (Atkin & Brooks, 2009:19-20). It is 
about the assessment of suitability of the strategy without forgetting its feasibility and 
acceptability to stakeholders (Johnson & Scholes, 1999:22). Criteria evaluation of 
options should be explicit and open to review so as to avoid failures (Atkin & Brooks, 
2009:20).  
2.5.3.3 Selection of the preferred options  
This is a fairly straight forward stage if the thorough and rigorous work undertaken in 
the preceding stages, and the preferred options, have been made very clear. Should 
the position be otherwise, it is likely that a failure either in identifying relevant criteria 
or in applying them is to blame. At the conclusion of this stage, the FM strategy can 
be reflected in the organisation’s overall strategic plan and its accommodation 
strategy (Atkin & Brooks, 2009:20).  
2.5.4  A Strategic FM Implementation  
The Management Study Guide (MSG) 2012, states that strategy implementation is 
the translation of an organisation’s chosen strategy into the organisation’s action 
plan, so as to achieve its strategic goals and objectives. Strategy implementation is 
also defined as the manner in which an organization should develop, utilise, and 
amalgamate organisational structure, control systems, and culture to follow strategies 
that lead to competitive advantage and a better performance (MSG, 2012).  
 
Good strategy implementation involves creating a strong “fit” between the way things 
are done internally and what it will take for the strategy to succeed (Thompson & 
Strickland, 2003:19).  
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Once strategic implementation is established, a policy statement should be 
developed which will take cognisance of operational plans and implementation. This 
plan should incorporate best practice in human resources management. It will include 
milestones, timetables and the details of organisational risk management as they 
relate to FM.  
 
Atkin and Brooks (2009:20-21) advocate the following key areas in the 
implementation of a facilities management strategy:  
2.5.5 Communication  
Communication is an integral part in the successful implementation of the strategy. It 
is important that effective communication between the organisation and stakeholders 
is maintained to as to ensure that all parties understand the implementation of the 
strategy. Everybody concerned should be part of the discussion about the 
organisation and structure. If this is not done, the implementation is bound to fail. 
Employees need to understand and recognise that FM is a wide subject with its own 
specialities, which need closer cooperation amongst them. Regular and clear 
communication is the only mechanism that will cultivate the relationship among the 
employees (Atkin & Brooks, 2009:22).  
2.5.5.1 People and systems  
This is a very important aspect in the implementation of the strategy which, when 
bringing about any change, needs to be carried out in a controlled way. In order to 
achieve this, the organisation needs to develop employees’ skills and understanding 
so that they are conversant with the meaning and practice of FM. Training and 
education accompanied by individual mentoring will undoubtedly achieve these aims 
and enhance competence. Systems and procedures development will ensure a 
sustainable FM implementation strategy. This should be an on-going exercise; 
hence, a culture of continual improvement with periodic performance assessment 
should be developed (Atkin & Brooks, 2009:22). 
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2.5.5.2 Resource planning  
Optimal use of resources requires planning. Planning and controlling the use of 
resources efficiently and effectively is a job in its own right. It is human to forget, 
therefore, information, communication and technology can help with this through the 
use of planning and scheduling software to allocate resources to individual tasks. 
The engagement of IT will also assist in measuring progress and performance (Atkin 
& Brooks, 2009:22).  
2.5.5.3 Procurement  
This is a wide concept and is not about inviting or obtaining quotations and placing 
orders. A wide range of issues must be taken into account, and more often than not, 
this requires technical knowledge of the area of procurement. The principles of 
procurement best practice must be adhered to as entrenched in public procurement 
legislation (Atkin & Brooks, 2009:23).  
2.6 OUTSOURCING IN THE CONTEXT OF FACILITIES MANAGEMENT 
ENVIRONMENT 
2.6.1 Introduction 
Barrett and Baldry, (2003:4), indicates that facilities management is a very wide field 
and is a constantly changing one. In practice, FM can cover a great variety of 
services including real estate management, financial management, change 
management, human resources management, health and safety management, 
supplier and contracts management in addition to building maintenance and 
domestic services such as as cleaning, security and utilities management  (Atkin & 
Brooks, 2009:96-99).  
 
Atkin and Brooks (2009:96-99), emphasize that these extensive facilities 
management functions may be successfully performed or provided either by in-house 
or out-sourcing approach, depending on the priorty of the activitives or services of the 
organisation.  Kamarazaly (2007:27) states that two possible options exist in the 
decision to outsource or not to outsource: 
 The organisation decideds to retain or out-source the services on the whole 
basis, or 
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 The organisation out-sources part of the FM services and retain certain 
services in-house (particularly if the FM function is part of the organisational 
strategic management process). 
Atkin (2003) states that in some cases, real estate services are contracted out – 
often referred to as outsourced – and in others retained in-house, for good reason in 
either case. Some organisations operate what might be described as a mixed 
economy, where certain services, even the same ones, are contracted out as well as 
being retained in-house. There is no general rule for deciding on what to contract out 
or keep in-house, but rather a decision that leads to long term best value for the 
organisation (Kamarazaly, 2007:27).  
 
“Contracting out is the placing of the facilities management services required by an 
organisation into the hands of external service providers” (Kamarazaly, 2007:28). 
  
Consequently, Kamarazaly (2007:27) envisage that there will be advantages or 
disadvantages to providing  services either in-house or outsourcing. None the less, 
there are no hard or fast rules concerning what shoule be kept in-house and what 
should be contracted out.  Atkins and Brooks (2009: 43) mentions that organsations 
must identify the key attributes of the services required so that a balanced view of 
needs is established and used as the basis for evaluation to retain business activities 
in-house or outsource. 
2.7 OUTSOURCING IN FACILITIES MANAGEMENT 
2.7.1 Introduction 
Outsourcing is referred to as a service commissioned from an external supply 
organisation, usually under the terms of a formal contract and based upon terms and 
conditions set up in a service level agreement (Barrett & Baldry, 2003:43).  Collings 
(2007) also enforces this definition by adding that outsourcing deals with the 
situations, where non-core activites are grouped and given to another organisation 
with the purpose to deliver the services on the orginial organisation’s behalf. 
The current competitive environment is creating a need for change in every industry, 
as a result companies are restructuring their organisation by identifying the activities 
that bring them a competitive advantage. Outsourcing of non-core activities is often 
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suggested as a way to quickly address the demands of facility management 
(Lazarus, 2008a:3).  
Lazarus (2008a:6) futher mentioned that it is important to use a structured approach 
when evaluating the potential outsourcing of some or all of the facility management 
and maintenance functions. An analytical approach removes emotion from the 
decision and provides objective data for the appropriate decision making. Companies 
tend to identify too few or even the wrong activities to outsource, an organisation may 
identify an activity to outsource that is already performed cost effectively in house.  
Lotich (2011) states that outsourcing is a business strategy that moves some of an 
organisation’s functions, processes, activities and decision responsibility from within 
an organisation to outside providers.  This is done through negotiating contract 
agreements with a vendor who takes on the responsibility for the production process, 
people management, quality, service and key asset management.  The process can 
greatly reduce fixed overhead costs of an organisation. 
 
Kamarazaly (2007:27-28) further states that outsourcing is a process where a user 
employs a separate company, under a contract, to perform a function, which had 
previously been carried out in-house and transfers to that supplier asset, includng 
people, equipment and management responsibility.  
2.7.2 Why do organisations outsource? 
Outsourcing allows organisations to focus on their core business and can create a 
competitive advantage by reducing operational costs.  The beauty of outsourcing is 
you can outsource an entire function or only a part of it.  As an example, you can 
outsource the network management oversight of an IT system but keep the end-user 
support in-house.  This can provide an organisation with a good balance of on-site 
support for employees.  Organisations use outsourcing as a strategic initiative to 
improve customer service, quality and reduce costs.   
 
Kamarazaly (2007:29) identifies several primary reasons why organisations may 
consider oursourcing: 
 Outsourcing allows companies to refocus their resources on their core 
business; 
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 Outsourcing lets companies re-examine their benefit plans, make them more 
efficient and saves time and money while improving efficiencies; 
 Companies outsource to improve the benefit plan service level to their 
employees by making the information more consistent and reliable, and 
 To reduce cost over the longer term. 
 
Cost, quality, motivation, flexibility and availability of skills are all practical reasons 
why outsourcing may work for an organization. 
 
Behara, Gundersen and Capozzoli (1995:46-51) mentioned the following factors that 
an organisation needs to consider when making the decision to outsource in the 
context of the organisation’s situation. The factors are as follows: 
 Impact on the organization competitiveness; 
 Identifying services to be outsourced; 
 The number of suppliers to be used; 
 The ability to return to in-house operations if required; 
 Supplier reliability and service quality; 
 Coordinating with the supplier and evaluating performance; 
 Flexibility in the products or services offering by the supplier, and 
 Providing the latest or advanced technology and expertise. 
 
The Outsourcing Institute (2005), 8th Annual survey index list the following top ten 
reasons companies outsource. These are: 
1. Reduce and control operating costs;  
2. Improve company focus;  
3. Gain access to world-class capabilities;  
4. Free internal resources for other purposes; 
5. Resources are not available internally;  
6. Accelerate reengineering benefits;  
7. Function difficult to manage/out of control;  
8. Make capital funds available;  
9. Share risks, and  
10. Cash infusion. 
 
The following are the top ten factors for outsource vendor selecting (The Outsourcing 
Institute, 2005): 
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1. Commitment to quality;  
2. Price;  
3. References/reputation;  
4. Flexible contract terms;  
5. Scope of resources;  
6. Additional value-added capability;  
7. Cultural match;  
8. Existing relationship;  
9. Location, and  
10. Resource availability. 
 
The Outsourcing Institute (2005) furthermore listed the top ten factors for successful 
outsourcing. These are: 
1. Understanding company goals and objectives;  
2. A strategic vision and plan;  
3. Selecting the right vendor;  
4. Ongoing management of the relationships; 
5. A properly structured contract; 
6. Open communication with affected individual/groups;  
7. Senior executive support and involvement;  
8. Careful attention to personnel issues;  
9. Near term financial justification, and  
10. Use of outside expertise. 
2.7.3 Summary 
The lack of expert skills in various fields, access to cheaper labour, improvements in 
quality are some of the reasons organisations outsource. Also, the access to 
expertise in implementation, communication, technical know-how and cost effective 
pricing plans also drives organisations to outsource non-core activities. 
2.8 FACILITIES MANAGEMENT SERVICES SUITABLE FOR 
OUTSOURCING 
Lazarus (2008a) indicates that an organisation’s competitive environment today, is 
creating a need for change in every industry and as a result organisations are 
31 
restructuring their organisation by identifying the activities that bring them competitive 
advantage. Outsourcing of non-core activities is often suggested as a way to quickly 
address the demands of facility management. The most common business 
component to be outsourced from a Facilities Management perspective is probable 
maintenance activities, but other FM services are also outsourced. 
 
The Outsourcing Institute (2005) also provides a list of the top ten activitives that are 
largely outsourced, which are 
 Information technology; 
 Administration; 
 Human Resources; 
 Distribution & logistics; 
 Real estate and Facilities Management; 
 Manufacturing; 
 Contact/Call Centers; 
 Finances; 
 Sales and Marketing, and 
 Transportation. 
 
The above list is by no means exhaustive. There are other FM related services that 
are outsourced by organisations. Lazarus (2008a:6) however, mentioned that 
organisations should consider the following when deciding what components to 
outsource: 
 Non-core activities or activities that can be done more effectively by others, e.g. 
specialised services, air-condition maintenance, construction etc.; 
 No internal skills capacity, high cost internally, drains in resources; 
 Reasons for deciding to outsource; 
 When streamlining of business processes is required, and 
 When quality of service needs to be improved. 
2.9 ADVANTAGES AND DISADVANTAGES OF OUTSOURCING 
Like with any business decision, there are advantages and disadvantages that come 
with such. Outsourcing is no different.  Lotich (2011) provides the following 
advantages and disadvantages of outsourcing by organisations. 
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2.9.1 Advantages of Outsourcing 
2.9.1.1 Cost Savings 
There can be significant cost savings when a business function is 
outsourced.  Employee compensation costs, office space expenses and other costs 
associated with providing a work space or manufacturing setup are eliminated and 
free up resources for other purposes. 
2.9.1.2 Focus on Core Business 
Outsourcing allows organization to focus on their expertise and core business.  When 
organisations go outside their expertise, they get into business functions and 
processes that they may not be as knowledgeable about and could potentially take 
away from their main focus.  An example of this is when a grocery store decides to 
add video rental to their operation.  If too much focus is put on that part of the 
business they lose focus of the core business which is grocery. 
2.9.1.3 Improved Quality 
Improved quality can be achieved by using vendors with more expertise and more 
specialised processes.  An example of this would be contracting out a cleaning 
service. An outside service would have the resources for hiring, proper training and 
facility inspections that may not be available if the function were kept in-house. 
 
2.9.1.4 Improved Customer Satisfaction 
The advantage of having a vendor contract is they are bound to certain levels of 
service and quality.  An example of this is if the IT function is outsourced and the 
technician calls in sick, it is the vendor’s responsibility to find someone to replace 
them and meet the company’s support needs.  
2.9.1.5 Operational Efficiency 
Outsourcing gives an organisation exposure to vendor specialised 
systems.  Specialisation provides more efficiency that allows for a quicker turnaround 
time and higher levels of quality.  
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Kamarazaly (2007:35) providing further benefits of outsourcing as: 
1. Outsourcing enables the organization to pick the best service provider in 
terms of experience, quality, speed and efficiency, and 
2. Reduced costs and economics of scale. 
2.9.2 Disadvantages of Outsourcing 
2.9.2.1 Quality Risk 
Outsourcing can expose an organisation to potential risks and legal exposure.  As an 
example, if a car is recalled for faulty parts and that part was outsourced, the car 
manufacturer carries the burden of correcting the potentially damaged reputation of 
the car maker.  While the vendor would need to make good on the faulty product by 
contract, the manufacturer still has the “black eye” from the incident and carries the 
burden of correcting the negative public perception. 
2.9.2.2 Quality Service 
Unless a contract specifically identifies a measurable process for quality service 
reporting, there could be a poor service quality experience.  Some contracts are 
written to intentionally leave service levels out to save on costs. 
2.9.2.3 Language Barriers 
If a customer call center is outsourced to a country that speaks a different language, 
there may be levels of dissatisfaction for customers dealing with the language 
barriers of someone with a strong accent. 
2.9.2.4 Employee/Public Opinion 
There can be negative perceptions with outsourcing and the sympathy of lost 
jobs.  This needs to be managed with sensitivity and grace. 
2.9.2.5 Organizational Knowledge 
An outsourced employee may not have the same understanding and passion for an 
organisation as a regular employee.  There is the potential that an outsourced 
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employee come in contact with customers and not be as knowledgeable of the 
organisation. 
2.9.2.6 Labour Issues  
Organised labour in the United States has very strong feelings about outsourcing to 
other countries that have a less standard of living and worse working 
conditions.  This viewpoint can affect how the workforce responds to outsourcing and 
can affect their daily productivity.  
 
2.9.2.7 Legal Compliance and Security 
It is important that issues regarding legal compliance and security be addressed in 
formal documentation.  Processes that are outsourced need to be managed to 
ensure there is diligence with legal compliance and system security.  An example of 
this is outsourcing the IT function and having an outsourced employees use their 
access to confidential customer data for their own gain. 
2.9.2.8 Employee Layoffs 
Outsourcing commonly results in the need to reduce staffing levels.  Unless it can be 
planned through attrition, layoffs are inevitable.  This is difficult at best and if not 
managed appropriately, can have a negative impact on remaining employees. 
 
In making a decision on what activities to outsource, it is important for the 
organization to critically examine the pros and cons of outsourcing and where the 
organization lies in terms of the risk the outsource process presents to the 
organization.  
2.9.3 Summary 
Outsourcing depends on what organisations are trying to achieve. Thus like any 
other decision, there are always a positive and negative side to the process. One 
cannot overlook these when making a decision on what activities or services to 
outsource or not, but to look at the whole process holistically, as well as the benefits 
to be achieved.  
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Kamarazaly (2007:36) perceives that the priority of outsourcing depends on which 
chair one sits on. Kamarazaly (2007:36) also states that  outsourcing requires 
professional and strategic manner approach as it has long term inferences. 
2.10 DIFFERENTIATING OF SERVICES BY JCI 
One of the main reasons for Absa CRES to outsource its facilities management 
services to Johnson Controls was the hope of achieving a high level of services 
offerings or standards. These standards are known as the gold, silver and bronze 
standards. The manner in which these services are differentiated as gold, silver or 
bronze across the Absa portfolio is based on the following: 
 Nature of the building, whether it is a: 
 Head office, regional office, walk-in centre or mobile office, cash 
centre; 
 Type of operations within the building to Absa, whether it is a: 
 Premium banking, retail banking, administrative, IT, cash distribution;  
 Core operating hours of the building, and 
 The response times to emergency, urgent and non-urgent issues (JCFM-
RFP, 2009:26). 
Thus, it is clear that for a building to have a gold, silver or bronze service status, the 
services delivered within that building will also differ (JCFM-RFP, 2009:26). The 
following Tables 1, 2 and 3 show the three service standards that Johnson Controls 
proposed to offer for all facilities management services.  
Table 1: Service Standard Response Times 
 
Source: JCFM-RFP, 2009 
Table 1 details the operating hours of each building, service availability and response 
time to emergency, urgent and non-urgent facilities related queries under the building 
criticality level. 
Building Criticality 
Level
Building Operating 
Hours
Service 
Availability
Response Time 
"Emergency"
Response Time 
"Urgent"
Response Time 
"Non Urgent"
Gold 24/7 99% 1-Hour 4-Hour 8-Hour
Silver 12/5 97% 2-Hours 8-Hours 12-Hours
Bronze 8/5 95% 4-Hours 12-Hours 24-Hours
Building Service Levels
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Table 2: Hard Services Differentiation 
Gold Standard 
Silver Standard Bronze Standard 
Applied to buildings where the 
impact of the failure of the assets 
or system has an immediate 
serious financial or reputational 
consequence to Absa. Service 
objective is 100% availability with 
the aid of planned power down 
activities. 
Typical locations (Critical) would 
be: 
 Contact centres 
 Dealer Floors 
 Corporate Buildings 
 Regional Offices 
Services applied under this 
standard include: 
 Silver service requirements 
 Power systems – cable 
management, load monitoring 
and analysis 
 Detailed written engineering 
processes and operating 
procedures 
 Critical environment 
operational management 
 Change management 
processes and procedures 
 Detailed pre-planned power 
down management for major 
maintenance activities 
 Personnel competence levels 
and training requirements 
 Condition Based Monitoring 
and Non-intrusive 
maintenance techniques 
utilised 
 Power supply load 
management 
 High level PPM activity  
 Remote monitoring of key 
equipment 
 Local operating level 
agreement controls 
 1-hour emergency and callout 
response 
Applied to non-critical buildings 
where the impact of the failure of the 
system or asset has medium financial 
or reputational consequence for 
Absa. Service objective no disruption 
to services. 
Typical locations would be: 
 Administration buildings 
 Storage/warehouse facilities 
Services applied under this standard 
would include: 
 Bronze services requirements 
 Asset management 
 Standard level of PPM activity 
 Essential spares strategy 
 Power down management 
 Thermo-graphic imaging 
 Risk management and 
assessment 
 2-hour emergency response 
 12-hours normal response 
 
 
Applied to buildings or locations 
that has been de-commissioned.  
 
Services applied under this 
standard 
would include: 
 Asset Management 
 Minimum Statutory 
maintenance. 
 Caretaker Maintenance 
Service 
 4-Hour emergency and 
callout response 
 Incident reporting and 
escalation procedures 
 Next day normal response. 
 WRF services 
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 8 hour normal response 
Source: JCI RFP, 2009 
 
Table 2 describes the differentiation of hard services as applied to buildings when 
there is a failure of the assets or system, in terms of its location and the services 
applicable to the building. 
 
Table 3: Soft Services Differentiation. 
Gold Standard Silver Standard Bronze Standard 
Catering 
Quality 
Quality high street restaurant 
offering 
 All freshly produced products 
 Plate development in front of 
customer presentation 
 Theatre/ show cooking 
 Assisted service 
 On demand cooking 
 Staff quality and numbers to 
meet customer requirement 
at all times 
 Evidence of staff trained in 
"Customer Experience" 
 
Ambiance 
Modern quality decor 
Comfortable seating to meet all 
requirements 
Pleasant surrounding and views 
Equipment and servery provides 
good ambiance for merchandising 
Minimum waiting, no congestion 
at any time 
 
 
Location 
No competition locally 
All users within 5 minutes’ walk of 
restaurant 
Type of user more than 50%: 
 High earning management 
 High earning professional 
Quality 
Quality offering: 
 Fresh and bought in 
products 
 Plate and container 
presentation 
 Some show / theatre 
cooking / good 
presentation 
 Assisted and self 
service 
 Batch cooking 
 Staff quality and 
numbers to meet 
service requirement at 
peak times 
 Evidence of Customer 
Care Training 
 
Ambiance 
Quality décor 
Seating meets 80% of 
seating 
requirements at peak times 
Pleasant surrounding 
Equipment and servery 
provides 
some ambiance for 
merchandising 
Minimum waiting, some 
congestion at peak times 
 
Location 
Some competition in area, 
Quality 
Basic offering: 
 Use of branded and frozen 
bought products 
 Use of multi dish display/ 
self-service counters 
 No true theatre / show 
cooking 
 Self Service 
 Minimum batch cooking 
 Staff quality and numbers to 
meet budget requirement at 
peak times 
 Little evidence of customer 
care or training 
 
Ambiance 
Functional decor requiring 
attention 
Seating requirements meet by 
multi use of seating 
Functional surroundings 
Equipment and server functional 
only 
Some waiting and or congestion 
 
 
 
Location 
Surrounded by commercial 
competition 
Some users ten minutes’ walk 
from restaurant 
Type of User more than 50%: 
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car ride away 
All users within seven 
minutes’ walk of restaurant 
Type of User more than 
50%: 
 Middle management 
 Professional 
 
 Blue collar 
 Low earning 
Gold Standard Silver Standard Bronze Standard 
Cleaning 
Contents 
Offices/Washrooms/Corridors/ 
Stairs/Entrances/Lifts/Kitchen/Ven
ding Areas/ Store Rooms/ Dining 
Areas/ Rest Rooms/ Reception/ 
Prestige Areas 
 
Criteria 
All areas prestige. Medium use 
working area.  
Medium density layout.  
5 day per week usage. 
Normal working hours.  
Internal cleaning only. Janitorial 
tasks to be undertaken in addition 
to the frequencies outlined 
Contents 
Offices/Washrooms/Corrid
ors/ Stairs/Entrances/ Lifts/ 
Kitchen/ Vending Areas/ 
Store Rooms/ Dining 
Areas/Rest Rooms/ 
Reception/ Prestige Areas 
 
Criteria 
Medium use working area. 
Medium density layout. 5 
day per week usage.  
Normal working hours. 
Internal cleaning only. 
 
Contents 
Offices/Washrooms/Corridors/St
airs/ Entrances/ Lifts/ Kitchen/ 
Vending Areas/ Store Rooms/ 
Dining Areas/ Rest Rooms/ 
Reception/ Prestige Areas 
 
Criteria 
Medium use working area. 
Medium density layout.  
5 day per week usage. Normal 
working hours. 
Internal cleaning only. 
 
Task 
Frequency 
Per Week 
Task 
Frequency 
Per Week 
Task 
Frequency 
Per Week 
All Areas 
Remove 
Waste 
 
Damp wipe 
receptacles 
5 
3 
All Areas 
Remove 
Waste 
 
Damp wipe 
receptacles 
5 
1 
All Areas 
Remove 
Waste 
 
Damp wipe 
receptacles 
5 
1 
Soft Floors 
Spot suction 
Clean 
Full suction 
clean 
Spot clean 
carpets 
2 
3 
5 
Soft Floors 
Spot suction 
Clean 
Full suction 
clean 
Spot clean 
carpets 
4 
1 
5 
Soft Floors 
Remove 
obvious litter/ 
debris 
Spot suction 
Clean 
 
 
5 
 
 
5 
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Full suction 
clean 
1 
Hard Floors 
Dust mop / 
spot mop 
 
Dust mop / 
Full mop 
 
2 
3 
Hard Floors 
Dust mop / 
spot mop 
 
Dust mop / 
Full mop 
 
4 
1 
Hard Floors 
Dust mop  
 
Spot mop to 
remove 
obvious 
spillages 
Full mop 
5 
5 
1 
Vertical 
Surfaces 
Spot clean 
5 
Vertical 
Surfaces 
Spot clean 
5 
Vertical 
Surfaces 
Spot clean 
5 
Furniture 
Fixtures & 
Fittings 
Work 
Surfaces - 
Dust/Damp 
wipe 
 
Damp wipe 
/polish 
 
Other 
furniture & 
fittings 
Spot clean 
 
Dust / damp 
wipe 
 
 
4 
1 
 
3 
2 
Furniture 
Fixtures & 
Fittings 
Work 
Surfaces - 
Dust/Damp 
wipe 
 
Damp wipe 
/polish 
 
Other 
furniture & 
fittings 
Spot clean 
 
Dust / damp 
wipe 
 
 
4 
1 
 
3 
2 
Furniture 
Fixtures & 
Fittings 
Work Surfaces 
- 
Remove 
obvious 
spillages 
Dust/Damp 
wipe 
Damp wipe 
/polish 
 
Other 
furniture & 
fittings 
Spot clean 
Dust / damp 
wipe 
 
5 
2 
1 
2 
1 
 
 
 
 
 
 
 
A high standard 
commensurate with high 
quality telephony companies 
or leading blue chip 
organisations. 
Operated by trained, 
professional switchboard 
and telephony staff with at 
least 3 years operating 
experience at this level 
A good standard of 
switchboard and telephony 
service that could be 
compared with any quality 
business hotel or business 
centre. Staff could be 
recruited from hospitality or 
office backgrounds, but 
showing a strong flair for 
customer service with some 
technical ability and basic 
telecommunications 
understanding. 
Ideally would have 2-3 years 
A basic switchboard service 
that is delivered by polite, 
efficient personnel. Most 
likely to be resourced from 
office or administrative 
backgrounds with some 
customer service focus. 
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experience in an office or 
similar background 
Reception 
A high standard 
commensurate with 4* 
hotels and high quality 
business centres. Operated 
by trained, professional 
reception staff with at least 3 
years operating experience 
at this level. 
 
A good standard of reception 
service that could be 
compared with any quality 
business hotel or business 
centre. Staff could be 
recruited from hospitality or 
office backgrounds, but 
showing a strong flair for 
customer service. Ideally 
would have 2-3 years’ 
experience in an office or 
similar background. 
A basic "meet and greet" 
service that is delivered by 
polite, efficient personnel. 
Most likely to be resourced 
from office or 
administrative backgrounds 
with some customer service 
focus. 
 
Mailroom 
A high level of service, mail 
delivered to individuals and 
small teams. Collection and 
deliveries made 4 or more 
times daily. All central 
service points serviced and 
replenished more than twice 
daily. 
Urgent, special and courier 
mail hand delivered within 
one hour of receipt to 
mailroom. Outgoing couriers 
collected from sender and 
booked through the 
mailroom. 
A good standard of service, 
mail delivered up to 3 times 
daily to central points.  
No individual deliveries. 
Urgent, special and urgent 
mail delivered on next mail 
round or recipient notified for 
collection.  
Central service points 
replenished regularly or on 
demand.  
Standard management 
reports provided 
A basic service, sorting 
incoming mail and users 
collect from a single central 
point.  
Recipients are notified of 
urgent, special and courier 
mail for collection. 
Frequently no dedicated 
mailroom, his service is 
often provided by security 
or reception personnel as 
part of wider function.  
Central service points are 
self-managed by users. 
Security 
Very high level of premises 
security, typically including: 
(Typically a nuclear, 
research, data centre or 
other high risk operation). 
i.e. 
 High security perimeter - 
fences, gates, detection 
equipment. 
 High security access 
controls to site, premises 
and sensitive areas. 
Medium level premises 
security, including: (Typically 
a smaller office or industrial 
environment). 
 Secure perimeter. 
 Some use of security 
systems, locally or 
remotely operated. 
 Access control by guard 
and receptionist. 
 Guard force used, not 
necessarily 24 hour. 
Moderate Level of security 
including: (Typically a small 
office, low-risk industrial 
environment). 
 Premises secured out of 
hours. 
 Limited use of some 
remotely monitored 
security systems. 
 Access control by 
receptionist. 
 Periodic security visits 
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 Sophisticated interlinked 
security systems 
operated locally. 
 High calibre 24/7 guard 
force. 
 Internal access control 
 Other security measures 
including use of firearms, 
specialist dogs. 
 
or mobile response. 
 
Source: JCI RFP, 2009 
 
Table 3 describes the differentiation of soft services as applied to buildings in terms 
of the service quality, ambiance, location, cleaning criteria and frequencies, 
reception, mailroom and security details applicable to the building criticality standard. 
2.11 CONCLUSION 
The core business of the client is the provision of financial services, and as far as the 
Absa Group is concerned, the provision of funds, investments, mortgages, loans etc. 
for its clients and staff are their core business objectives. This means that all its retail 
branches, corporate offices and regional offices must be modern, clean, properly 
ventilated and aesthetically pleasing. By ensuring that the core business objectives 
are supported by the provision of all the non-core or support activities, its future 
strategy will satisfies its customer’s expectations (Barret & Baldry, 2003:28).  
 
The review literature has provided some insights that outsourcing is becoming the 
common way lots of organisations are doing business. Taylor and Booty (2009:256) 
indicate that the facilities managers’ time is increasingly dominated by managing 
contracts with external vendors, this would imply that they would need to develop 
new skills, hence, the need for facilities managers to be adept at their jobs. The 
reviews will tend to provide answers to the study’s sub-problems and are discussed 
below. 
 
The literature review also points to the fact that, for outsourced contracts to be 
successfully executed the client and the service provider need to work together. 
Taylor and Booty (2009:256) furthermore collaborates this that today’s outsourced 
contractors are partners, who add value to the organisation’s operations and as 
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partners, contractors should be looking for long term relationships, where trust 
means more than mere on-time delivery (Taylor & Booty, 2009:256). 
 
Barrett and Baldry (2003:58) indicates that facilities management is geared towards 
providing a service which is difficult to identify in concrete terms; there is no end 
product that can be held up and shown to the customer and the implications of this 
intangibility can be very crucial, especially in terms of the customer’s assessment of 
the outsourced provider performance.  
 
Barrett and Baldry, (2003:59) further mentioned that the assessment of such services 
is likely to revolve around the customer’s perception of the services received 
compared with the customer’s expectations of the services. It is thus very important 
that the service provider makes every effort to address two distinctly different areas – 
managing the customer’s initial expectation and managing the customer’s perception 
of the service rendered. 
 
Gijsbers (2008) mentioned that personal characteristics, internal context, facilities 
management market context, knowledge level of facilities management contract and 
motives may all have an influence on how facilities managers feel towards a total 
facilities management contract and their relationship with the outsourced service 
provider. 
 
It is critical that outsourced providers of facilities management and the corporate 
stategic management are aligned and also recommends that the supply system 
approach can provide positive benefits to outsourced providers in a continuous 
development to identify and satisfy the customer requirements. At the same time, the 
service provider needs to develop an understanding of its customers/clients and the 
key interrelationships within the organisation, leading to a successful service 
orientated culture and ensuring the effective and efficient delivery of facilities service 
(Barrett & Baldry, 2003:67-68).  
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CHAPTER 3    
RESEARCH METHODOLOGY 
“In virtually every subject area, our knowledge is incomplete and problems are 
waiting to be solved. We can address the holes in our knowledge and those 
unresolved problems by asking the relevant questions and then seeking answers 
through systematic research” (Leedy & Ormond, 2010:1).  
3.1 RESEARCH DESIGN  
The research methodology used was that of a descriptive survey type. This is in 
accordance with Zikumund’s (1997) recommendations, as the primary data for the 
research was the opinions of respondents. The data was gathered through the 
application of the observation technique involving pilot interviews and structured 
questionnaire surveys. The questionnaire was designed from the literature and with 
open ended sections for further inputs by the respondents. 
 
The research study was limited to the views of facilities management personnel, 
whom are employed by JCFM South Africa, and have been on the Absa/JCFM 
outsourced account. The questionnaire was self-administered and participation was 
voluntary and distributed by emails only as all respondents have access to JCFM 
email system. Completed questionnaires were returned by emails. At the qualitative 
data gathering stage, pilot interviews were conducted with a sample of five regional 
operational managers selected from JCFM. Recurring responses and key variables 
underlying the RFP content, SLA and management experience were used in the 
design of the questionnaire.  
 
Respondents were required to rate on a five-point Likert scale,  the levels of 
importance of the identified variables underlying the knowledge of the outsourced 
RFP contents, SLA and its contents and senior management experience as well as 
the levels of evidence of these on the current outsourced contract. 
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3.2 RESEARCH STRATEGY 
Figure 5 presents the flow diagram of the process used in carrying out the research 
study from the conception to completion. 
 
 
Figure 5: Research Process Flow Diagram. 
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3.3 DATA GATHERING 
The research is based on two types of data: primary and secondary data. 
Primary data  
The primary data for the study were the views of facilities management personnel 
and senior management personnel, who are employed on a fulltime basis by JCFM 
and are on the Absa account. The primary data will consist of the empirical data and 
will be collected in the form of self-administered questionnaire surveys, telephonic 
and face to face interviews. The questionnaire was distributed through email. 
Secondary data  
The secondary data for the research will be used as a base for background 
information on the topic. Data was obtained from established literature sources such 
as journals, books, conference papers and proceedings, internet articles and other 
documents such as unpublished articles that exist in the public domain. Completed 
thesis and research reports from Nelson Mandela Metropolitan University and other 
reputable tertiary institutions were also consulted in putting the report together.  
3.4 RESEARCH METHODOLOGY  
3.4.1   Method  
Descriptive statistics was used to collect, organise and present the data. The primary 
function of descriptive statistics was to assist with understanding the experiment or 
data set in detail and was used to inform the reader about the required details that 
help put the data in perspective (Castillo, 2010).  
3.4.2   Target Population and Sample 
The targeted population for this research study comprises of thirty four (34) 
personnel from the JCFM Gauteng office, which includes the Pretoria office. The 
population sample ranges from building supervisors and managers, regional 
operational managers, property managers and facilities managers. The target has 
the following population distribution as shown in Table 4.  
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Table 4: Distribution of target population. 
Description of respondent type 
Number to target 
population 
 
Facilities and property managers, 
technical team, building managers and 
supervisors 
26 
Structured 
questionnaire 
Regional operational managers 5 
Pilot interviews and 
structured 
questionnaire 
Senior managers 3 
Structured 
questionnaire 
Total 34  
 
Tonono (2008:43) states that the sample size should be large enough to carry the 
research, although the larger the sample size, the greater the probability that the 
sample would reflect the general population. Leedy and Ormrod, (2010:207) provides 
the guidelines below for the identification of a sufficient sample size:  
 For a population size less than 100 people, there is no need for sampling;  
 For a population size around 500, 50% of the population should be sampled;  
 For a population size around 1500, 20% should be sampled;  
 Beyond a population size greater than or equal to 5000, a sample of 400 
people is adequate.  
For the purpose of this research, the sample size was 34. 
3.4.3   Questionnaire Design 
The survey instrument is a Microsoft Word format questionnaire with both closed and 
open ended questions. A pilot interview was conducted on various individuals from 
JCFM who are also part of the sample population. The information gathered was 
used to generate the final structured questionnaire. 
Section A consists of background/biographical information of the respondents and 
will include issues such as gender, age, years of experience within FM, qualification 
and employment characteristics. 
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Section B covers the knowledge of the RFP of the outsource contract in terms of its 
requirements and provisions. 
Section C covers the knowledge of the outsourced SLA in place by the JCI FM 
personnel. 
Section D covers the determination of senior management experience in managing 
such large outsourced contracts. 
3.4.4    Administration of questionnaire 
The administration of the questionnaire was undertaken in the following phases  
Phase1: Obtained a covering letter of from JCI endorsing the administration of the 
questionnaire; 
Phase 2: Completed the administration of a pilot questionnaire; 
Phase 3: Pre-test the pilot questionnaire in order to improve the creditability of the 
final questionnaire; 
Phase 4: Developed a questionnaire in MS-word; 
Phase 5: Emailed target population requesting their participation in the survey, with a 
link to the questionnaire. This method was found to be economical, time saving and 
convenient since all JCI personnel have access to email facilities. The use of this 
method will also increase the response rate; 
Phase 6: A reminder letter was also forwarded to those participants, who have not 
completed the questionnaire within the allocated time period mentioned in the cover 
letter, and 
Phase 7: Email reminders were forwarded to outstanding participants who have not 
completed the questionnaire in order to increase response rate. 
3.4.5    Summary 
The questionnaires were administered to the respondents by email on the 30 of June 
2012 and were informed to complete and return their completed questionnaires by 30 
September 2012.  A reminder letter was sent to respondents who have not 
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completed the questionnaire on the 1st of September. At the end of September, only 
12 questionnaires has being completed and submitted. Individuals who did not 
respond were reminded again on the 1st of October to return the questionnaires by 
the 30 October 2012. At end of October, 29 out of the 34 questionnaires were 
received. Due to time constraints, it was decided to proceed with the processing of 
returned questionnaires.  
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CHAPTER 4    
THE RESULTS, FINDINGS AND TESTING OF HYPOTHESES 
4.1 OVERVIEW 
This chapter present and analyse the data obtained from the questionnaire 
administered. The findings and results of the research through the literature review 
and primary data collection are evaluated and interpretated. The procedures and the 
methods used for measuring and the analysis of data also follows. 
4.2 QUESTIONNAIRE SURVEY 
4.2.1  Survey Responses 
A total of thirty four (34) questionnaires were distributed to the target population of 
facilities managers, technical service leads, project managers and directors. Twenty 
nine (29) questionnaires were returned back by the 30 October 2012, from which 28 
were found to be usable for the research. Usable questionnaires are those to an 
acceptable level. This represents a response rate of 82.4%. 
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4.2.2  Demographic profile of respondents 
The demographic profiles of the respondents are represented in Figure 6. 
 
Figure 6: Demographic Profile. 
Figure 6 shows that 29% of the respondents were facilities managers (FM), 24% 
building managers, 18% regional operations managers, 10% technical service leads, 
7% project managers and 12% senior managers: account/program and operations 
directors. The findings of the research study and conclusions arrived at were 
therefore biased towards the views expressed by the respondents and should be 
acceptable, as these employees are involved on the contract and in carrying out the  
provision of facilities management service, and as such are in the best position to 
give feedback on issues relating to the outsourced contract.  
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4.2.3   Length of employment at JCFM South Africa 
The length of stay of the respondents with JCFM South Africa is represented in 
Figure 7. 
 
Figure 7: Employment Duration at JCFM South Africa. 
Figure 7 indicates that majority of the respondents (72%) have been with Johnson 
Controls Facilities Management, South Africa for more than 1 to 5 years. Fourteen 
percent (14%) have been with JCFM for between 6 and 10 years. Seven percent 
(7%) have been with the company for less than a year and a further 7% have been 
with JCFM for more than 10 years.  
It is common understanding that the longer the employee stays with the company, 
the better and more stable the individual is in understanding the organisation. This is 
also seen by the client as a sign that the service provider has the required and 
necessary capacity to carry out the work. 
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4.2.4 Length of involvement of respondents in the outsource account 
Figure 8 indicates that more than half of the respondents (61%) had been involved 
on the outsourced account for 1 to 2 years, 21% had 2 to 3 years involvement. 
Eighteen percent (18%) had less than a year’s involvement and there was no 
respondents with more than 3 years of experience on the outsource account. 
 
Figure 8: Duration on Outsourced Account. 
This clearly indicates that majority of the respondents (79%) have been involved on 
the outsource account for less than 2 years. This is a huge challenge facing the 
organisation as this may also indicate that there may be a high turnover of staff and 
continuity. Figure 8 furthermore indicates that majority of the respondents (79%) 
have very little experience on the outsourced account. It is common understanding 
that the more experience a person has, the better knowledge and insight that person 
has in the performance of their responsibilities.  
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4.2.5 Length of experience of respondents in FM practise 
The length of experience of the respondents in the facilities management sector is 
represented in Figure 9. 
 
Figure 9: Facilities Management Experience. 
Figure 9 indicates that less than half of the respondents (47%) have between 6 and 
10 years of experience in FM, 21% have between 1 and 5 years FM experience, 18% 
have less than one year experience in FM while 14% have more than 10 years of 
experience in FM. Figure 9 also indicates that 61% of the respondents had adequate 
experience in FM, whilst 39% has minimal experience in FM. It can be deduced that 
the longer the experience, better knowledge and insight that person has in 
performance of their responsibilities. 
0
5
10
15
20
25
30
35
40
45
50
18% 
21% 
47% 
14% 
< 1 year
1 - 5 years
6 - 10 years
> 10 years
54 
4.2.6 Formal education in FM 
The length of time of the respondents in working on the outsourced contract is 
presented in Figure 10. 
 
Figure 10: Formal Training Knowledge in FM. 
Figure 10 shows that 72% of the respondents have some form of formal training 
while 28% have no formal training in FM. A notable 4% of respondents have a 
master’s degree in FM while 4% indicated training received in other fields such as 
project management and technical training.  
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4.2.7  Age of Respondents 
Figure 11 indicates that 14% of the respondents are 18 to 30 years old, 36% are 31 
to 40 years, 32% are 41 to 50 years, while 18% are of the respondents are older than 
50 years.  
 
Figure 11: Age Profile. 
Figure 11 furthermore indicates that 50% of the respondents are over the age of 40, 
which indicates signs of stability in the organisation. Price (1997:35) mentioned that 
the older the management personnel, the more stable the organisation. 
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4.3 KNOWLEDGE OF THE CONTENTS OF THE REQUEST FOR 
PROPOSAL (RFP) 
This section of the questionnaire established the level of understanding of the 
contents of the request for proposal contents by the respondents and the evidence of 
this knowledge on the current account in the provision of the facilities management 
service of the contract. The questions consisted of predominately close-ended five 
point Likert-scale type questions, and open-ended questions to give respondents the 
opportunity to express their views in order to reveal issues not captured in the 
literature reviewed. 
The Likert-scale format: 
1= not at all important/not evident 
2= somewhat important/somewhat evident 
3= moderately important/moderately evident 
4= highly important/highly evident 
5= very highly important/very highly evident 
 
Cramer's V Coefficient (V) 
Useful for comparing multiple chi-squares (X2) test statistics and is generalizable 
across contingency tables of varying sizes. It is not affected by sample size and 
therefore is very useful in situations where you suspect a statistically significant chi-
square was the result of large sample size instead of any substantive relationship 
between the variables. It is interpreted as a measure of the relative (strength) of an 
association between two variables. The coefficient ranges from 0 to 1 (perfect 
association). In practice, Cramer's V of 0.10 provides a good minimum threshold for 
suggesting there is a substantive relationship between two variables (AcaStat, 2012). 
 
Where q = smaller of (number of rows or columns), (AcaStat, 2012). 
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Describing Strength of Association 
> 0.55:                high association 
0.03 to 0.55:   moderate association 
0.10 to 0.30:  low associations 
0 to 0.10:   no or if any association 
 
4.3.1 Importance of Knowledge of the Request for Proposal (RFP) 
Table 5 represents the importance of knowledge of the outsourced contract’s RFP 
content ensuring that the service provided is of a high quality and Table 6 represents 
whether this is evident on the current outsourced contract. The evidence sections of 
the questionnaire relates to evidence of the current activities within the outsourced 
environment. These activities were included in the questionnaire in order for the 
respondents to ascertain to if these activities were performed or evident on the 
current outsourced contract.  
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Table 5: Important of knowledge of the RFP 
 
1 2 3 4 5
4 1 1 4 18 0
14% 4% 4% 14% 64% 0%
4 2 1 6 15 0
14% 7% 4% 21% 54% 0%
3 2 2 4 17 0
11% 7% 7% 14% 61% 0%
2 4 0 6 16 0
7% 14% 0% 22% 57% 0%
1 2 1 8 16 0
4% 7% 4% 28% 57% 0%
4 4 0 8 12 0
14% 14% 0% 29% 43% 0%
2 1 3 4 18 0
7% 4% 11% 14% 64% 0%
4 0 4 0 20 0
14% 0% 14% 0% 72% 0%
9 Any comments/Other:
Mean Chi-Sq P
Cramer's value 
V
Rank
None
U
n
s
u
re
40.11
0.17
50.19
50.06
70.090.1590.843.93
30.33
20.15
70.25
13.324.29
0.2114.054.07
0.0070.354.07
8
KNOWLEDGE OF THE OUTSOURCED RFP CONTENT
4.11 1.34 0.02
0.02912.244.14
0.0142.67
The RFP is clear about the service that JCI has to provide to the Client
My team have regular meetings regarding the RFP document and its contents
The RFP proposes solutions that addresses the clients expectations
The RFP addresses the clients needs and not wants
2
3
4
5
6
7
1
Understanding the Request for Proposal document
The entire scope of works as detailed in the RFP is understood
The RFP is in a simple clear summary document  and is in a non-technical language to understand
Importance
The contents of the RFP submitted to the client(s) is made available to all
4.25
0.6216.863.71
0.094
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The following can be deducted from Table 5: 
 Sixty four percent (64%) of the respondents strongly agree and 14% of 
respondents agree that knowing the contents of the RFP submitted to the client is 
important in the success of the outsourced contract, while 4% and 14% do not 
agree and strongly disagree respectively with the statement. Four percent (4%) 
were neutral. It can therefore, be statistically concluded that there is a no 
significant relationship with this statement as, χ² (1, n = 28) = 1.3364, p = 0.02, V 
= 0.108. Cramér’s V value also indicates a low association between the 
statement and respondents.  
 Seventy five percent (75%) of the respondents strongly agree that understanding 
the contents of the RFP document is important to the success of the outsourced 
contract, while 21% do not agree with the statement and 4% were neutral. It can, 
therefore, be statistically concluded that there is a no significant relationship with 
this statement as χ² (1, n = 28) = 0.8364, p = 0.159, V = 0.086. This may be due 
to chance. Cramér’s V value further indicates this.  
 Seventy five percent (75%) of the respondents strongly agree that understanding 
the scope of works in the RFP document is important to the success of the 
outsourced contract, while 18% do not agree with the statement and 7% were 
neutral. It can, therefore, be statistically concluded that there is a significant 
association with the statement as χ² (1, n = 28) = 0.3518, p = 0.0007, V = 0.056. 
Cramér’s V value further indicates this.  
 Seventy nine percent (79%) of the respondents strongly agree that having the 
RFP document is in a clear and simple non-technical language is important to the 
success of the outsourced contract, while 21% do not agree with the statement. It 
can, therefore, be statistically concluded that there is a high association with this 
statement as χ² (1, n = 28) = 4.0485, p = 0.211, V = 0.188. Cramér’s V value 
further indicates as well.  
 Eighty five percent (85%) of the respondents strongly agree that if the current 
RFP document is clear about the type service levels required from the service 
provider is important to the success of the outsourced contract, while 11% do not 
agree with the statement and 4% were neutral. It can, therefore, be statistically 
concluded that there is a low association with this statement as χ² (1, n = 28) = 
3.3152, p = 0.094, V = 0.171. Cramér’s V value further indicates as well. 
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 Seventy two percent (72%) of the respondents strongly agree that by having 
regular team meetings on progress of the service provider and the RFP 
document content important to the success of the outsourced contract, while 28% 
do not agree with the statement. It can, therefore, be statistically concluded that 
there is a no significant association or relationship this statement as χ² (1, n = 28) 
= 6.8606, p = 0.621, V = 0.245. Cramér’s V value further indicates as well.  
 Seventy eight percent (78%) of the respondents strongly agree that an RFP that 
proposes solutions that meets the clients expectations is important to the success 
of the outsourced contract, while 11% do not agree with the statement and 11% 
were neutral. It can, therefore, be statistically concluded that there is a low 
association with this statement as χ² (1, n = 28) = 2.6697, p = 0.014, V = 0.153. 
Cramér’s V value further indicates as well.  
 Seventy two percent (72%) of the respondents strongly agree that a RFP 
document that addresses the clients’ needs and not wants is important to the 
success of the outsourced contract, while 14% do not agree with the statement 
and 14% were neutral. It can, therefore, be statistically concluded that there is 
moderate association with this statement as χ² (1, n = 28) = 12.2424, p = 0.029, V 
= 0.328. Cramér’s V value further indicates as well.  
Respondents believe that thorough knowledge of the request for proposal 
document that was submitted to the client is important to the success of the 
outsourced contract. Also from Table 5, it can be revealed that the respondents 
believe that if the request for proposal greatly addresses the clients’ expectations 
and needs, it will greatly improve the service provided by the service provider. 
61 
4.3.2 Evidence of Knowledge of the Request for Proposal (RFP) Content 
Table 6: Evidence of Knowledge of RFP 
 
  
1 2 3 4 5
16 4 0 3 5
0%
12 8 0 3 5
0%
12 4 0 8 4
0%
12 6 0 4 4
7%
12 5 0 4 4
11%
16 4 0 4 4
0%
8 10 0 0 6
14%
12 10 0 2 4
0%
9 Any comments/Other:
29%71%
28%61%
29%
72% 28%
28%65%
43%57%
8 The RFP addresses the clients needs and not wants 2.14 12.24 0.029 0.33
21%79%
2.07 2.67 0.014 0.15
4
None
21%65%
7
6 My team have regular meetings regarding the RFP document and its contents 2.14 6.86 0.621 0.25 4
7 The RFP proposes solutions that addresses the clients expectations
4
5 The RFP is clear about the service that JCI has to provide to the Client 2.07 3.32 0.094 0.17 7
4 The RFP is in a simple clear summary document  and is in a non-technical language to understand 2.14 4.05 0.211 0.19
3 The entire scope of works as detailed in the RFP is understood 2.57 0.35 0.007 0.06 1
2 Understanding the Request for Proposal document 2.32 0.84 0.159 0.09 2
Rank
1 The contents of the RFP submitted to the client(s) is made available to all 2.18 1.34 0.02 0.11 3
KNOWLEDGE OF THE OUTSOURCED RFP CONTENT
71%
Evidence
Mean Chi-Sq P
Cramer's value 
V
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The following can be deducted from Table 6: 
 Seventy one percent (71%) of the respondents indicated that there is little or no 
evidence of knowledge of the RFP content by the personnel on the account while 
twenty nine percent (29%) of respondents indicate that there is evidence of the 
knowledge of the RFP contents submitted to the client.  
 Seventy two percent (72%) of the respondents indicated that they did not 
understanding the contents of the RFP document, while twenty eight percent 
(28%) indicated that they understand the RFP contents.  
 Fifty seven percent (57%) of the respondents indicated there is no or little 
evidence on the account of the understanding the scope of works in the RFP 
document by the personnel on the account, while forty three percent (43%) 
indicated there is evidence.  
 Sixty five percent (65%) of the respondents agree indicated that the RFP 
document is not in a clear and simple non-technical language, while twenty eight 
percent (28%) indicated there is evidence and seven percent (7%) were unsure 
of any if there were any evidence.  
 Sixty one percent (61%) of the respondents agree that there is no evidence that 
the current RFP document is clear about the type service levels required from the 
service provider, while twenty eight percent (28%) agree that it is clear and seven 
percent (7%) were unsure. 
 Seventy one percent (71%) of the respondents indicated that there are no 
evidence of regular team meetings on progress of the service provider and the 
RFP document content taken place, while twenty nine percent (29%) agree that 
there are. 
 Sixty five percent (65%) of the respondents agree indicated that the RFP does 
not proposes solutions that meet the clients’ expectations, while twenty one 
percent (21%) do not agree with the statement and fourteen percent (14%) were 
neutral.   
 Seventy nine percent (79%) of the respondents agree that there is no evidence 
that the current RFP document that addresses the clients’ needs and not wants, 
while 21% do not agree with the statement.  
 
From the above, respondents (63%) are of the opinion that there is no evidence that 
JCFM personnel on the account do not have adequate knowledge of the RFP 
document contents, whilst 32% of the respondents do not agree and 5% were 
neutral.  
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4.4 KNOWLEDGE OF THE SERVICE LEVEL AGREEMENT (SLA) 
4.4.1 Importance of Knowledge of Service Level Agreement 
Table 7: The Importance of SLA Knowledge. 
 
 
Table 7 represents how important it is to have knowledge of the SLA content to ensure that the service provided is of a high quality.
1 2 3 4 5
1 5 1 6 15 0
4% 18% 4% 20% 54% 0%
0 5 1 8 14 0
0% 18% 4% 28% 50% 0%
1 5 0 7 15 0
4% 18% 0% 25% 53% 0%
1 1 1 13 12 0
4% 4% 4% 45% 43% 0%
0 6 1 4 18 0
0% 20% 4% 14% 62% 0%
1 4 1 8 14 0
4% 14% 4% 29% 49% 0%
2 3 3 12 8 0
7% 11% 11% 43% 28% 0%
0 6 0 3 19 0
0% 21% 0% 11% 68% 0%
0 6 0 3 19 0
0% 21% 0% 11% 68% 0%
1 1 1 15 10 0
4% 4% 4% 53% 35% 0%
1 4 2 2 19 0
4% 14% 7% 7% 68% 0%
Any Comments/Other:
U
n
su
re
None
Mean Chi-sq P
Cramer's value 
V
Rank
7.344.21
KNOWLEDGE OF SERVICE LEVEL AGREEMENT (SLA)
1.294.07
Importance
4.04 70.070.240.52
80.110.45
12.553.75
50.090.610.984.11
30.260.01
6.344.25
10.170.123.414.32
80.330.22
30.240.066.264.21
60.040.610.204.07
20.240.086.344.25
40.330.0511.964.14
20.240.08
The SLA is in a simple clear summary documents  and is in a non-technical language
The contents of the SLA is understood
All personnel have take the time to read and understand the SLA
Understanding the SLA will help improve working relationships with the client
There is a formal service level agreement (SLA) in place with the client(s).
The SLA can be used to identify resources required
The SLA can be used to identify areas of improvement
The SLA can be used to measure performance of the service provided
The resepective response times for each service to be provided is reasonably
The details of the services to be provided are clearly understood by all parties
The service level agreement clearly state what services are to be performed.
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From Table 7, the following can be concluded: 
 Seventy four percent (74%) of the respondents agree that a formal SLA needs to 
be in place is important to the success of the outsourced contract, while twenty 
two percent (22%) do not agree with the statement, and four percent (4%) were 
undecided.  It can therefore, be statistically concluded that there is no association 
with this statement as χ² (1, n = 28) = 0.520, p = 0.237, V = 0.068. Cramér’s V 
value further indicates as well. 
 Seventy eight percent (78%) of the respondents strongly agree that all service 
persons should read and understand the SLA is important to the success of the 
outsourced contract, while eighteen percent (18%) do not agree with the 
statement and four percent (4%) were undecided. This can statistically be 
concluded that there is little or no association with this statement as χ² (1, n = 28) 
= 0.978, p = 0.623, V = 0.093. Cramér’s V value further indicates as well.  
 Seventy eight percent (78%) of the respondents strongly agree that 
understanding the SLA contents is important to the success of the outsourced 
contract while twenty two percent (22%) do not agree with the statement. It can 
therefore, be statistically concluded that there is little association with this 
statement as χ² (1, n = 28) =1.285, p = 0.447, V = 0.107. Cramer’s V value further 
indicates as well.  
 Eighty eight percent (88%) of the respondents strongly agree that having the SLA 
document is in a clear and simple non-technical language is important to the 
success of the outsourced contract, eight percent (8%) do not agree with the 
statement while four percent (4%) were undecided. It can therefore, be 
statistically concluded that there is low association with this statement as χ² (1, n 
= 28) = 7.343, p = 0.013, V = 0.256. Cramér’s V value further indicates as well.  
 Seventy six percent (76%) of the respondents strongly agree that having the SLA 
document stating clearly what services are to be performed is important to the 
success of the outsourced contract, twenty percent (20%) do not agree with the 
statement while four percent (4%) were undecided.  It can therefore, be 
statistically concluded that there is low association with this statement as χ² (1, n 
= 28) = 3.405, p = 0.123, V = 0.174. The Cramér’s V value further indicates as 
well.  
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 Seventy eight percent (78%) of the respondents strongly agree that by having 
both parties involved in the outsourced contract understand the details of the SLA 
is important to the success of the outsourced contract, while eighteen percent 
(18%) do not agree with the statement and four percent (4%) were unsure. It can 
therefore, be statistically concluded that there is no if any association with this 
statement as χ² (1, n = 28) = 0.201, p = 0.613, V = 0.042. Cramér’s V value 
further indicates as well. 
 Seventy one percent (71%) of the respondents strongly agree that by having 
reasonably response times to facilities related issues is important to the success 
of the outsourced contract, while 18% do not agree with the statement and eleven 
percent (11%) were not sure if it was that important. It can therefore, be 
statistically concluded that there is moderate association with regards to this 
statement as χ² (1, n = 28) = 12.553, p = 0.216, V = 0.335. Cramér’s V value 
further indicates as well.  
 Seventy nine percent (79%) of the respondents strongly agree that by using the 
SLA as a performance measuring tool is important to the success of the 
outsourced contract, while twenty one percent (21%) do not agree with the 
statement. It can therefore, be statistically concluded that there is low association 
with this statement as χ² (1, n = 28) = 6.343, p = 0.084, V = 0.238. Cramér’s V 
value further indicates as well. 
 Seventy nine percent (79%) of the respondents strongly agree that by using the 
SLA to identify improvement areas is important to the success of the outsourced 
contract, while twenty one percent (21%) do not agree with the statement. It can 
therefore, be statistically concluded that there is low association with this 
statement as χ² (1, n = 28) = 6.343, p = 0.084, V = 0.238. Cramér’s V value 
further indicates as well.  
 Eighty eight percent (88%) of the respondents strongly agree that the SLA can be 
used as a tool to identify critical resources on the outsourced contract is important 
to the success of the outsourced contract, while eight percent (8%) do not agree 
with the statement and four percent (4%) were unsure. Statistically analysis also 
indicates that there is moderate association with this statement as χ² (1, n = 28) = 
11.960, p = 0.048, V = 0.327. Cramér’s V value further indicates as well.  
66 
 Seventy five per cent (75%) of the respondents strongly agree that the SLA can 
be used to improve the working relationship between the client and the service 
provider is important to the success of the outsourced contract, while eighteen 
percent (18%) do not agree with the statement and seven percent (7%) were 
unsure. Statistically analysis revealed that there is no if any association with this 
statement as χ² (1, n = 28) = 6.26, p = 0.06, V = 0.24. Cramér’s V value further 
indicates as well.  
 
From table 7, the respondents indicated the importance of having adequate 
knowledge of the service level agreement governing the outsourced contract. The 
use of the SLA to identify critical resources, to identify areas to improvement areas 
on the contract, to understand the service levels and requirements as set out in the 
SLA document, and response to non-compliance and issues within the required time 
frames are all important factors to improve and increase the performance level of 
personnel on the contract. This will definitely improve the working relationships 
between the service provider and client. 
 
Also from Table 7, it can be revealed that the respondents believe that if the service 
level agreement is able to address the clients’ expectations and needs, it will greatly 
improve the service provided by the service provider. 
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4.4.2 Evidence of SLA Knowledge 
Table 8: Evidence of SLA Knowledge. 
 
 
Table 8 represents whether the knowledge of the SLA is evident on the current outsourced contract. The evidence sections of the questionnaire 
relates to evidence of the current activities within the outsourced environment.  
 
1 2 3 4 5
12 12 0 2 2
0%
11 9 3 3 2
11%
13 10 2 1 2
7%
2 16 0 8 2
0%
2 22 0 2 2
0%
13 11 0 3 1
4%
7 11 2 6 2
11%
2 22 0 3 1
0%
2 17 5 3 1
18%
7 6 5 9 1
18%
12 12 0 1 3
0%
12 Any Comments/Other:
18%71%
14%86%
78%18%
14%86%
36%64%
86%
36%46%
14%68%
14%86%
8
None
11 Understanding the SLA will help improve working relationships with the client 1.96 6.26 0.06 0.24
14%
4
10 The SLA can be used to identify resources required 2.68 11.96 0.05 0.33 2
9 The SLA can be used to identify areas of improvement 2.43 6.34 0.08 0.24
3
8 The SLA can be used to measure performance of the service provided 2.25 6.34 0.08 0.24 6
7 The resepective response times for each service to be provided is reasonably 2.46 12.55 0.22 0.33
71%18%
5
6 The details of the services to be provided are clearly understood by all parties 1.86 0.20 0.61 0.04 10
5 The service level agreement clearly state what services are to be performed. 2.29 3.41 0.12 0.17
11
4 The SLA is in a simple clear summary documents  and is in a non-technical language 2.71 7.34 0.01 0.26 1
3 The contents of the SLA is understood 1.89 1.29 0.45 0.11
11%82%
9
2 All personnel have take the time to read and understand the SLA 2.14 0.98 0.61 0.09 7
1 There is a formal service level agreement (SLA) in place with the client(s). 1.93 0.52 0.24 0.07
P
Cramer's value 
V
RankKNOWLEDGE OF SERVICE LEVEL AGREEMENT (SLA)
Evidence
Mean Chi-sq
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From Table 8, the following can be concluded: 
 Eighty six percent (86%) of the respondents indicate that there is no evidence of 
a formal SLA in place, while fourteen percent (14%) do not agree with the 
statement.   
 
 Seventy one percent (71%) of the respondents indicated that there is no evidence 
that all service personnel have read and understand the SLA, while eighteen 
percent (18%) do not agree with the statement and eleven percent (11%) were 
undecided. 
 
 Eighty two percent (82%) of the respondents indicated that they do not 
understanding the SLA contents, while eleven percent (11%) indicated that they 
understood the SLA and seven percent (7%) were undecided.    
  
 Sixty four percent (64%) of the respondents indicated that the SLA document is 
not in a clear and simple non-technical language, thirty six percent (36%) 
indicated otherwise.  
 
 Eighty six percent (86%) of the respondents indicated that the SLA document is 
does not stating clearly what services are to be performed, fourteen percent 
(14%) indicated otherwise.  
 
 Eighteen percent (18%) of the respondents indicated that there is no evidence 
that both parties involved in the outsourced contract understanding the details of 
the SLA, while seventy eight percent (78%) indicated otherwise and four percent 
(4%) were unsure. 
 
 Eighteen percent (18%) of the respondents indicated that the response times to 
facilities related issues are unreasonable, while seventy one (71%) indicated 
otherwise and eleven percent (11%) were not sure.  
 
 Eighty six percent (86%) of the respondents indicated that there is no evidence of 
the SLA being used as a performance measuring tool, while fourteen percent 
(14%) indicated otherwise. 
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 Sixty eight percent (68%) of the respondents agree that there is no evidence that 
the SLA is used to identify improvement areas, while fourteen percent (14%) 
indicated otherwise and eleven percent (11%) were not sure.   
 
 Forty six percent (46%) of the respondents agree that there no evidence that the 
SLA is used as a tool to identify critical resources on the outsourced contract, 
while thirty six percent (36%) indicated otherwise and eighteen percent (18%) 
were unsure.  
 
 Eighty six per cent (86%) of the respondents agree that there is no evidence that 
the SLA is used to improve the working relationship between the client and the 
service provider, while fourteen percent (14%) indicated otherwise. 
 
Cumulatively, majority of the respondents (70%) agree and are of the opinion that 
personnel on the account do not have adequate knowledge of the SLA, whilst 19% of 
the respondents disagree and 11% were neutral.  
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4.5 SENIOR MANAGEMENT TEAM EXPERIENCE 
4.5.1 Importance of Senior Management Experience Level 
Table 9: Senior Management Experience. 
 
Table 9 reflects the status of senior management experience on the Absa/JG-FM outsourced account. 
1 2 3 4 5
2 2 0 6 18 0
7% 7% 0% 21% 65% 0%
1 1 0 2 24 0
4% 4% 0% 7% 85% 0%
1 0 0 13 9 5
4% 0% 0% 46% 32% 18%
1 0 0 11 15 1
4% 0% 0% 38% 54% 4%
1 0 0 9 17 1
4% 0% 0% 31% 61% 4%
1 0 0 2 24 1
4% 0% 0% 7% 85% 4%
1 0 0 13 13 1
4% 0% 0% 46% 46% 4%
1 0 0 7 16 4
4% 0% 0% 25% 57% 14%
1 1 0 8 17 1
4% 4% 0% 28% 60% 4%
1 1 0 1 25 0
4% 4% 0% 4% 88% 0%
1 0 0 11 14 2
4% 0% 0% 39% 50% 7%
1 0 0 16 10 1
4% 0% 0% 57% 35% 4%
1 1 0 7 18 1
4% 4% 0% 25% 63% 4%
Any Comments/Other:
SENIOR MANAGEMENT EXPERIENCE 
0.159.625.354
 Importance 
120.220.315.622.784
130.380.6516.502.441
0.318.184.864
40.270.027.944.262
10.29
80.130.061.993.265
100.200.254.363.027
0.132.242.874
70.080.090.663.415
20.27
0.530.743.655
90.310.9610.963.172
110.14
0.343.829
New management techniques and specialized skills are required to manage the client-side management team
20.330.312.154.864
60.08
The team is able to identify and define objective service levels and the metrics to measure the results
The team has the experience to managing and meeting client expectations
The team has the experience to providing effective governance of these relationships
The current team is able to assess the current outsourcing contract relationship and capabilities
The team has the experience to manage the outsourced strategic processes that directly impact revenues.
The management team is strong and innovative
Management maintains open lines of communications with rest of team and client representatives.
The team has experience to identify processes that add value to the outsource
Un
su
re
How relevant is your involvment in negotiating the terms of service levels agreement and adjustments
How relevant is Involvement at a senior management level on a similar outsourced contract
Experience in Business Process Outsourcing Management is needed to a success of an outsourced contract
Prior management of similar outsourcing contract is critical to the success of the contract.
None
Mean Chi-sq P V Rank
50.060.51
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The following analyses could be summarised from Table 9: 
 Eighty six percent (86%) of the respondents strongly agree that senior 
management involvement or experience on similar outsourced contract is 
important for the success of the outsourced contract, while fourteen percent 
(14%) do not agree.  Statistical analysis concludes that there is little association 
with this statement but yet a significant portion of the respondents agree with this 
statement and χ² (1, n = 28) = 7.94, p = 0.02, V = 0.27. Cramér’s V value 
indicates a moderate relationship between the statement and senior management 
experience levels. 
 Ninety two percent (92%) of the respondents strongly agree that senior 
management prior experience in Business process outsourcing management 
(BPOM) is important for the success of the outsourced contract, while eight 
percent (8%) do not agree with the statement. Statistical analysis concludes that 
there is little to moderate association with this statement as χ² (1, n = 28) = 9.62, 
p = 0.15, V = 0.29. Cramér’s V value further indicates as well.  
 Seventy eight percent (78%) of the respondents strongly agree that senior 
management prior experience of similar sized outsourced contracts is critical for 
the success of the outsourced contract, while 4% do not agree with the statement 
and eighteen percent (18%) however were unsure the relevance of prior 
experience. It can therefore, be statistically concluded that there is moderate 
association with this statement also as χ² (1, n = 28) =16.50, p = 0.65, V = 0.38. 
Cramér’s V value further indicates as well.  
 Ninety two percent (92%) of the respondents strongly agree that for the 
outsourced contract to be success the senior management team must be strong 
and innovative, four percent (4%) do not agree with the statement while four 
percent (4%) however were unsure. Statistics concludes that there is low 
association with this statement as well as χ² (1, n = 28) = 1.99, p = 0.06, V = 0.13. 
Cramér’s V value further indicates this as well.  
 Ninety two percent (92%) of the respondents strongly agree that for the 
outsourced contract to be success the senior management must have open lines 
of communications with the rest of the outsourced team, four percent (4%) do not 
agree with the statement while four percent (4%) however were unsure. Statistics 
72 
concludes that there is low association with this statement as well as χ² (1, n = 
28) = 0.66, p = 0.09, V = 0.08. Cramér’s V value further indicates this as well.  
 Ninety two percent (92%) of the respondents strongly agree that for the 
outsourced contract to be success the senior management team must have the 
experience to identify processes that can or add value to the contract, four 
percent (4%) do not agree with the statement while four percent (4%) were 
unsure. Statistics concludes that there is low or little association with this 
statement as well as χ² (1, n = 28) = 8.18, p = 0.31, V = 0.27. Cramér’s V value 
further indicates this as well.  
 Ninety two percent (92%) of the respondents strongly agree that senior 
management ability to identify, define objective service levels and metrics to 
measure the results is important for the success of the outsourced contract, while 
four percent (4%) do not agree with the statement while four percent (4%) were 
unsure. Statistical analysis concludes that there is little association with between 
the respondents and the statement as χ² (1, n = 28) = 4.36, p = 0.25, V = 0.20. 
Cramér’s V value further indicates this as well.  
 Eighty two percent (82%) of the respondents strongly agree that by if senior 
management were involved in the negotiation of the SLA terms and agreements. 
This is important for the success of the outsourced contract as they will better be 
in a position to direct the rest of the team. Four percent (4%) do not agree with 
the statement while fourteen percent (14%) were not sure is this was of any 
importance to the success of an outsourced contract. Statistical analysis 
concludes that there is little any association with this statement as χ² (1, n = 28) = 
5.62, p = 0.31, V = 0.22. Cramér’s V value further indicates as well.  
 Eighty eight percent (88%) of the respondents strongly agree that if senior 
management have the experience and skills to manage the clients’ team, this is 
importance for the success of the outsourced contract, eight percent (8%) do not 
agree with the statement while four percent (4%) were not sure if it was of any 
importance. It can, therefore, be statistically concluded that there is no 
association with regards to this statement as χ² (1, n = 28) = 0.74, p = 0.53, V = 
0.08. Cramér’s V value further indicates as well.  
 Ninety two percent (92%) of the respondents strongly agree that the ability of the 
senior management team to better manage and meet the clients’ expectations is 
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importance for the success of the outsourced contract while eight percent (8%) 
do not agree with the statement. Statistical analysis concludes that there is 
moderate association with regards to this statement and the respondents 
responses as χ² (1, n = 28) = 12.15, p = 0.30, V = 0.33. Cramér’s V value further 
indicates this as well.  
 Eighty nine percent (89%) of the respondents strongly agree that the ability of 
senior management team to provide effective governance in the running of the 
account is important for the success of the outsourced contract, four percent (4%) 
do not agree while seven percent (7%) however were unsure is this was of any 
importance for the success of the contract. It can also therefore, be statistically 
concluded that there is low association with this statement as χ² (1, n = 28) = 
2.24, p = 0.13, V = 0.14. Cramér’s V value further indicates as well.  
 Ninety two percent (92%) of the respondents strongly agree that senior 
management team’s ability to assess the current outsourcing contract relationship 
and capabilities in order to make recommendation is important for the success of 
the outsourced contract, while four percent (4%) do not agree with the statement 
and a further four percent (4%) were unsure. Statistically analysis also indicates 
that there is moderate association with this statement as χ² (1, n = 28) = 10.96, p 
= 0.96, V = 0.31. Cramér’s V value further indicates as well.  
 Eighty eight per cent (88%) of the respondents strongly agree that the ability of 
senior management to have experience to manage processes that impact the 
contract revenues is important for the success of the outsourced contract, eight 
percent (8%) do not agree with the statement while 4% were unsure. Statistically 
analysis revealed that there is no if any association with this statement as χ² (1, n 
= 28) = 0.344, p = 0.051, V = 0.055. Cramér’s V value further indicates as well. 
In summary, Table 9 indicates that, the respondents overall agrees that the level of 
experience of the senior management team in managing the success of the contract 
is very importance. This also relates to senior management prior experience on 
similar size contracts, manner in which clients expectations are also managed as all 
being important for the successful running of the outsourced contract. In addition, the 
ability of the senior management to perform successfully BPOM, the ability to identify 
processes that adds value to the outsource process, and the experience to deal and 
manage the clients’ expectations were ranked as critical for the senior management 
team. 
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4.5.2 Evidence of Senior Management Experience 
Table 10: Evidence of Senior Management Experience. 
 
 
Table 10 represents evidence of the experience of senior management team on the outsourced contract as perceived by respondent. 
Table 10: Evidence of Senior Management Team Experience. 
 
1 2 3 4 5
15 11 2 0 0
7%
12 8 2 5 1
7%
16 7 5 0 0
18%
15 10 1 2 0
4%
11 7 3 5 2
11%
16 6 1 5 0
4%
11 11 1 5 0
4%
16 9 2 1 0
7%
11 10 2 3 2
7%
16 1 1 10 0
4%
14 9 2 3 2
7%
16 10 1 0 1
4%
10 7 6 5 0
22%
14 Any Comments/Other:
P
Cramer's 
value (V)
RankSENIOR MANAGEMENT EXPERIENCE 
Evidence
Mean Chi-sq
0.29 5
1 How relevant is Involvement at a senior management level on a similar outsourced contract 1.536 7.94 0.02 0.27
0%93%
1.607 16.50 0.65 0.38
13
2
Experience in Business Process Outsourcing Management is needed to a success of an outsourced 
contract
2.107 9.62 0.15
10
4 The management team is strong and innovative 1.643 1.99 0.06 0.13 9
3 Prior management of similar outsourcing contract is critical to the success of the contract.
0.27 8
5 Management maintains open lines of communications with rest of team and client representatives. 2.286 0.66 0.09 0.08
25%64%
2.00 4.36 0.25 0.20
1
6 The team has experience to identify processes that add value to the outsource 1.821 8.18 0.31
6
8 How relevant is your involvment in negotiating the terms of service levels agreement and adjustments 1.571 5.62 0.31 0.22 11
7 The team is able to identify and define objective service levels and the metrics to measure the results
0.33 3
9
New management techniques and specialized skills are required to manage the client-side 
management team
2.107 0.74 0.53 0.08
18%75%
2.143 2.24 0.13 0.14
5
10 The team has the experience to managing and meeting client expectations 2.179 12.15 0.3
4
12 The current team is able to assess the current outsourcing contract relationship and capabilities 1.571 10.96 0.96 0.31 11
11 The team has the experience to providing effective governance of these relationships
2
None
13
The team has the experience to manage the outsourced strategic processes that directly impact 
revenues.
2.214 0.34 0.51 0.06
18%60%
4%92%
11%82%
36%61%
4%89%
18%78%
18%78%
6%90%
0%82%
21%72%
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The following analyses could be summarised from Table 10: 
 Ninety three percent (93%) of the respondents indicated that senior management 
are not involved or have experience of similar outsourced contract, while seven 
percent (14%) do not agree.   
 Seventy two percent (72%) of the respondents agree that senior management do 
not have prior experience in Business process outsourcing management 
(BPOM), while twenty one percent (21%) do not agree with the statement and 
seven percent (7%) were neutral.  
 Eighty two percent (82%) of the respondents indicate that senior management do 
not have the experience for managing similar sized outsourced contracts, while 
eighteen percent (18%) were unsure.  
 Ninety one percent (90%) of the respondents indicate that the senior 
management team is not strong and innovative, four percent (4%) do not agree 
with the statement while six percent (6%).  
 Sixty four percent (64%) of the respondents indicated the senior management do 
not maintain open lines of communications with the rest of the outsourced team, 
twenty five percent (25%) do not agree with the statement while eleven percent 
(11%) however were unsure.  
 Seventy eight percent (78%) of the respondents indicated that the senior 
management team do not have experience to identify processes that can or add 
value to the contract, eighteen percent (18%) do not agree with the statement 
while four percent (4%) were unsure.  
 Seventy eight percent (78%) of the respondents indicated that senior 
management do not have the ability to identify, define objective service levels and 
metrics to measure the results is important for the success of the outsourced 
contract, while eighteen percent (18%) do not agree with the statement while four 
percent (4%) were unsure. 
 Eighty nine percent (89%) of the respondents indicate that senior management 
were not involved in the negotiation of the SLA terms and agreements. Four 
percent (4%) do not agree with the statement while seven percent (7%) were not 
sure.  
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 Seventy five percent (75%) of the respondents indicated that senior management 
do not have the experience and skills to manage the clients’ team, eighteen 
percent (18%) do not agree with the statement while four percent (4%) were not 
sure.  
 Sixty one percent (61%) of the respondents indicated that the inability of the 
senior management team to better manage and meet the clients’ needs, while 
thirty six percent (36%) do not agree with the statement while four percent (4%) 
were not sure.  
 Eighty two percent (82%) of the respondents indicated that the inability of senior 
management team to provide effective governance in the running of the account, 
eleven percent (11%) do not agree while seven percent (7%) however were 
unsure.  
 Ninety two percent (92%) of the respondents indicated that senior management 
team’s inability to assess the current outsourcing contract relationship and 
capabilities in order to make recommendation, while four percent (4%) do not 
agree with the statement and a further four percent (4%) were unsure.  
 Sixty percent (60%) of the respondents indicated that senior management to do 
not have the experience to manage processes that impact the contract revenues 
is important for the success of the outsourced contract, eighteen percent (18%) 
do not agree with the statement while twenty two percent (22%) were unsure.  
Cumulatively, majority (70%) of the respondents indicated that they believe senior 
management do not have the right set of managerial skills, whilst 19% of the 
respondents agree that the managerial skill is enough and 11% were neutral 
4.6 TESTING OF THE HYPOTHESES 
“A hypothesis is a tentative assumption or preliminary statement about the 
relationship between two or more things that needs to be examined. In order words, 
a hypothesis is a tentative solution or explanation of a research problem” (Welman et 
al., 2007:12). 
77 
4.6.1 Introduction 
Mouton and Prozesky (2001:101) indicates that the analysis of data as the 
interpretation of the collected data for the purpose of drawing conclusions that reflect 
on the interests, ideas and theories that initiated the investigation in the first place. 
This section presents the testing of the hypotheses and discussions of the results.   
Welman et al, (2007:224) states that if a relationship is found between the variables 
appearing in a research hypothesis, it is expected that the research hypothesis and 
the statistical methods to bring this relationship to light; in other words to make 
statistically valid conclusions. In order to investigate a research hypothesis by means 
of inferential-statistical methods, it must first be transformed into a statistical 
hypothesis (Welman et al., 2007:12). Such a statistical hypothesis consists of two 
complementary statements known as; with the research hypothesis being supported 
by the rejection of the null hypothesis. 
 A null hypothesis (H0) 
 An alternative hypothesis (Ha) 
Every hypothesis test requires the researcher to state the null hypothesis and the 
alternative hypothesis. The hypotheses are stated in such a way that they are 
mutually exclusive. That is, if one is true, the other must be false; and vice versa. A 
null hypothesis states that there is no difference between two groups in relation to 
some variable or that there is no relationship between two variables (Welman et al. 
2007:27). 
For example: a research hypothesis states that there is a relationship between job 
satisfaction and salary level (Welman et al. 2007:26-27). 
Ho: There is no relationship between job satisfaction and salary level. (X
2
 ≤ Xc
2
) 
Ha: There is a positive relationship between job satisfaction and salary level. (X
2
 > 
Xc
2
) 
Decision rule: 
Accept Ho if (X
2
 ≤ Xc
2
); reject Ho otherwise and accept Ha (i.e. if X
2
 > Xc
2
) (Welman et 
al, 2007:28). 
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Where: 
X
2
  =  Chi-square statistic computed from the respondents response 
frequency. 
Xc
2
  =  Critical value of Chi-square statistic computed for a given 
degree of freedom  
df  =  (number of rows - 1) x (Number of columns -1) corresponding 
to n number of objects at 0.10 (90%) level of confidence. 
Table 11 presents the Chi-square tests employed in testing the hypotheses and 
Cramer’s values in respect of the sections B, C and D of the questionnaire. 
Table 11: Comparison of Hypotheses Testing Analysis. 
Hypothesis  X
2
 Xc
2
 df V 
1 31.691 37.916 28 0.53 
2 57.189 51.805 40 0.71 
3 81.103 60.907 48 0.85 
4.6.2 Hypothesis 1 
The first hypothesis states that there is lack of knowledge of the RFP document 
contents resulting in the poor standard of facilities management services provided. 
The null and alternative hypotheses are as follows: 
Ho1: There is no relationship between the knowledge of the RFP document and the 
standard of FM services provided. 
Ha1: There is a positive relationship between the knowledge of the RFP document 
and the standard of FM services provided.  
Table 11 indicates that X1
2 = 31.691 is less than Xc1
2 = 37.916, which from the 
decision rules implies that the null hypothesis be accepted, for there is no 
relationship between the RFP document content knowledge and the standard of FM 
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services provided. This is confirmed by Cramer’s value of V= 0.13 which indicates no 
or little association between the two variables.  Hence hypothesis one is therefore not 
supported. Also further analysis using the t-test on the respondents’ evidence 
responses provides a value of 0.275 at 95% confidence level. 
4.6.3 Hypothesis 2 
The second hypothesis states that the lack of knowledge of the SLA by JCFM 
personnel is the reason for the poor facilities management services provision. The 
null and alternative hypotheses are as follows: 
Ho2: There is no relationship between the knowledge of the Contract SLA content 
and the standard of FM services provided. 
Ha2: There is a positive relationship between the knowledge of the Contract SLA 
content and the standard of FM services provided.  
Table 11 indicates that X2
2 = 57.189 is less than Xc1
2 = 51.805, which from the 
decision rules implies that the null hypothesis be rejected, that is there is no 
relationship between the RFP document content knowledge and the standard of FM 
services provided and the alternative hypothesis be accepted. There is relationship 
between the two variables. This is also confirmed by Cramer’s value of V= 0.71 
which indicates a high association between the two variables.  Hence hypothesis two 
is therefore not supported. Also further analysis using the t-test on the respondents’ 
evidence responses provides a value of 0.798 at 95% confidence level, which implies 
that the result may be due to chance and hence not significant. 
4.6.4 Hypothesis 3 
The third hypothesis states that there is lack of knowledge of the RFP document 
contents resulting in the poor standard of facilities management services provided. 
The null and alternative hypotheses are as follows: 
 
Ho3: There is no relationship between senior management team lack of 
managerial experience in managing such large contracts and the provision of no 
strategic direction. 
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Ha3: There is a positive relationship between senior management team lack of 
managerial experience in managing such large contracts and the provision of no 
strategic direction. 
Table 11 indicates that X3
2 = 81.103 is less than Xc3
2
 = 60.907, which from the 
decision rule implies that the null hypothesis is to be rejected, that is there is no 
relationship between lack of senior management experience of such contract in 
providing strategic direction and the alternative hypothesis be accepted for there is 
relationship between the two variables. This is further confirmed by Cramer’s value of 
V= 0.85 which indicates a high association between the two variables.  Hypothesis 
three is therefore supported. Also further analysis using the t-test on the respondents’ 
evidence responses provides a value of less than 0.05 at 95% confidence level, 
which implies that the result is not due to chance and hence significant. 
4.7 SUMMARY OF HYPOTHESES TESTING 
The three hypotheses were aimed to direct the research and to achieve the research 
objectives.  Statistical analysis supported all three hypotheses and the results also 
lays a foundation for the need to implement a performance based or driven SLA and 
ways of improving senior management team experience on an outsourced contract of 
this size. Furthermore, empirical evidence suggested that knowledge of the contract 
SLA and senior management prior experience of similar size contract is perceived to 
be very important for the outsourced contract to be successful. 
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CHAPTER 5    
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
5.1 SUMMARY 
It was not the intention of this research to prescribe to Johnson Controls Facilities 
Management (JCFM) on the Absa outsourced contract on how to run the contract, 
but rather to help identify an improvement strategy that will ensure that the 
outsourced contract is successfully executed. It became clear from the findings of the 
study that a lack of knowledge of the RFP, SLA and lack of strategic managerial 
experience of the senior management can be attributed as the cause of the current 
state of the outsourced contract. 
Also, effective delivery of facilities management services within the account is 
unlikely to yield any positive benefits without an effective facilities management 
strategy implemented and followed.  
To achieve the objective of the study, three sub-problems and three hypotheses were 
identified. These factors guided the collection of primary and secondary data. The 
research methodology adopted for the study provided a good base for testing the 
hypotheses. The rest of the chapter details the conclusions; recommendations 
relating to the research outcome and recommendations for future research. 
5.2 CONCLUSION 
The research was intended to identify the criteria underpinning the poor delivery of 
facilities management service delivered to the client, through an outsourced model in 
providing the components and sub-categories of FM functions and subsequently to 
establish and identify ways of improving the service delivery levels. 
 
Most organisations are turning to facilities management service providers through 
partial or total outsourcing of their non-core activities to provide FM functions for 
them. Facilities management is a relatively new and young field in South Africa and is 
still trying to find its feet in the real estate industry. The profession is not regulated 
and only in the last seven (7) or more years that have seen trends of various training 
programs and some form of high education undertaking by few universities. Training 
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in FM as a discipline, only starting recently and as a result there is a shortage of 
experienced FM practitioners in providing efficient and effective FM services. This is 
one of the reasons why most outsourcing services or contracts fail. 
 
The results of the research indicated that the knowledge of the request for proposal 
document submitted to the client is relatively important for the successful execution 
of the outsourced contract. This was evident in the descriptive statistics shows that 
63% of the respondents indicate that they have no knowledge of the RFP document, 
have not seen it and do not know what was expected from Johnson Controls FM, 
South Africa. This is quite worrying, considering that the nature of the client business 
and the financial and reputational implications for Johnson Controls, if the account 
was to be terminated. This finding was rejected though by the statistical analysis that 
there is no relationship between the two variables.  
Respondents believe that knowing the SLA governing the outsourced contract is 
paramount to the success of the contract. The SLA outlines the parameters of all 
areas covered by the outsourced FM services provision, as JCFM and the client 
mutually understand them. The purpose of this SLA is to ensure that the proper 
elements and commitments are in place to provide consistent FM service support 
and delivery to the Client’s customer/s by the JCFM.  
The research findings also indicate that there is a lack of knowledge of the contract 
SLA, resulting in poor FM service provision as perceived by the respondents. 
Statistically, a strong association was found between the findings and the 
respondents’ perception.  
Research findings also indicates that the seventy percent (70%) of the respondents 
have no or limited knowledge of the SLA while nineteen percent (19%) have 
adequate knowledge of the SLA iproviding a clear reference to all service standards, 
ownership, accountability, roles and responsibilities; present a clear, concise and 
measurable description of service provision to the customer and managing the 
expectation of the client and matching client perception of the expected service 
delivery to the actual service delivery. 
There also is the perception that strategic management and managerial experience 
and prior experience of similar such outsourced contract is important for the success 
of an outsourced contract. Such management experience will be involved in the 
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planning, organizing, leading, and controlling of all resources to achieve SLA 
requirements effectively and efficiently. 
The research findings further indicate that senior management involved on the 
account do not have the necessary managerial experience and the strategic 
management skills as perceived by respondents. Statistically, a strong association 
was found between the findings and the respondents’ perception. Research findings 
also shows that the 60% of the respondents are of the opinion that senior 
management possess no such skill and 13% indicate that management do have the 
managerial experience. This is justified considering the fact that more that 50% of 
senior management personnel are from Europe, who have being involved in much 
smaller outsourced contracts and are also unable to come to grips with the size, 
cultural diversity of the country, the imbalance of socio-economic and the lack of 
technical expertise. Coupled with the interactions with management has created the 
perception that management do not understand the South African FM market and its 
service provision. 
5.3 RECOMMENDATIONS  
In today’s competitive global workplace organisations are challenged with providing 
their staff with working environments that offer practicality, stimulation and comfort in 
order to attract and retain the best possible talent in the marketplace. One of the 
fundamental drivers of providing staff these aspects sits within the organisation’s 
Facilities Management (FM) space (Stuart, 2008). 
 
Stuart (2008) also highlights that it is the role of the FM department to coordinate and 
oversee the safe, secure and environmentally-sound operation and maintenance of 
these assets, in a cost effective manner with the aim of long-term preservation of 
asset value. 
 
There are various options available to manage the supply base. The most common 
one currently found within the South African environment is the in-house 
management of service and suppliers through an in-house facilities management 
team that could consist of facilities managers, building managers, technical and 
engineering staff with support functions such as human resources, finance and 
compliance, all assisting to ensure consistent measurement and visibility of costs and 
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service levels, and of course the outsourcing of all resources and assets to an 
external service provider. 
 
The globalisation of Facilities Management (FM) has come about as the result of the 
rising cost of space and maintaining that space. Real estate property and facilities 
management are, for most organisations, the second or third highest cost of running 
a business (Gregory, 2010), hence the reason why this trend for organisation 
outsourcing would continue, with the aim of FM body of industry specific benchmarks 
and best practices, and new and innovative service approaches. 
 
For the JCFM outsourced contract to be successful, the following are 
recommendation to senior management:  
 A training workshop for all staff from JCFM, who are involved on the Absa 
account, through the request for proposal document that was submitted to Absa 
detailing the scope of work, and the facilities management service that was sold 
or promised by JCFM. This should be rolled out to other regions. With this 
workshop, it is hope that the operational team will better understand the job at 
hand; 
 
 A similar workshop should be held with all third party contractors or service 
providers that JCFM intend to subcontract on the account. This will ensure that 
the sub-contractor capabilities are matched to the service level required; 
 
 A training workshop for all staff from JCFM, who are involved on the Absa 
account through the service level agreement between the client and JCFM. This 
should be rolled out to other regions. With this workshop, it is hope that the 
operational team will better understand the requirements and deliverables of the 
contract; 
 
 A FM strategic framework must be developed to assist the JCFM to manage the 
huge property portfolio. These are strategic documents which assist the 
personnel to meet the service provider’s objectives as the results indicated that 
there is no clear strategic direction of FM service provision on the account; 
 
 A training and development program for the current facilities managers on the 
account will be appropriate in order to reduce the number of untrained personnel 
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on the account. This could be a turn-around strategy towards the improvement of 
service delivery and performance of portfolio, and  
 
 The recruitment and appointment of senior managers, preferable with more than 
five years’ experience on similar size outsourced contract will improve the status 
of the FM service delivered due to their knowledge and experience base in the 
discipline as well as providing the strategic management direction of FM in 
forming a strong link between operations team and senior management. 
5.4 RECOMMENDATIONS FOR FUTURE RESEARCH 
The following aspects not covered by the research emerged from the research 
justifies further investigations. These are: 
 
 The perception and attitude of the of the staff that were transferred over from 
Absa to JCFM towards JCFM SA as an employer, as it can be argued that some 
responses could be based on the negativity of the respondent; 
 
 The type of relationship between the client and the service provider on an 
outsource venture needs to be investigated since an outsource venture is 
supposed to be a partnership between the two parties, and 
 
 An investigation into the capabilities of the subcontractors that were transferred to 
JCFM as part of the outsourced contract due to the standing contractual 
obligations between Absa and the contractors, as this could also have an impact 
on the service levels. 
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APPENDIX A1: LETTER OF REQUEST FOR INTERVIEW 
3rd Feb 2012 
 
 
Johnson Controls SA (Pty) Ltd 
Motorola Building  
Woodmead, Johannesburg 
(011) 027 1000 
 
Dear Sir/Madam, 
 
 
Research Survey: Dysfunctional facilities management service provision in an 
outsourced environment. 
 
Facilities Management (FM) adds value to organisations in various ways; cost 
reduction in operations, improvement of customer/client satisfaction etc. to mention a 
few. The provision of such services can be done in the following ways; by 
outsourcing (where the service is provided by an external contractor), in-house staff 
or a combination of the both. But over the years, outsourcing contracts has been 
found to be failing, with some contracts ending in costly legal suits. There is, 
therefore the need to research why this is so and identify key variables to prevent 
such failures. 
 
This is the objective of this master’s treatise, to determine the reasons and causes of 
the failure or dysfunctioning of the JCI outsourced contract of facilities management 
provision. The findings will benefit both the service provider and the client by 
identifying what the service provide has to do in order to meet and exceed the clients’ 
expectations. 
 
Personnel on the Outsourced account at Johnson Controls FM (Pty) Ltd will provide 
valuable feedback in helping to achieve the objectives of the study. I would be 
grateful if you could grant me a 25 minute interview. All responses will be treated with 
the strictest confidentiality and will be used solely for the purposes of this research. 
Attached is a schedule of possible dates and times. Kindly indicate a preferred date 
and time and return it by fax (086 750 0151) or email (ekotoo@gmail.com) and will 
anticipate your earliest response. 
 
Yours Sincerely, 
 
 
___________________________ 
Ernest Otoo 
(Researcher) 
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APPENDIX A2: LETTER CONFIRMING INTERVIEW DATE AND TIME 
 
7th Feb 2012 
 
 
Name: 
170 Fox Street 
Broadcast House 
Johannesburg 
(011) 350 0451 
 
 
Dear Mr/Madam…………………………….., 
 
 
CONFORMATION OF INTERVIEW  
 
 
Thank you for granting me the interview and to confirm the date and time of the 
interview.  
 
 
The interview schedule as follows: 
 Date: 10 March. 2012 
 Time: 11 : 00 
 Venue: Meeting room 1, 4th floor, Broadcast house. 
Please find as an attachment, a copy of the interview questions and I look forward to 
meeting you. 
 
 
Yours Sincerely 
 
 
 
 
 
 
_____________________________ 
Ernest Otoo 
(Researcher) 
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APPENDIX B1: COVER LETTER FOR THE ADMINISTRATION OF THE 
SURVEY QUESTIONNAIRE. 
3rd Feb 2012 
Johnson Controls SA (Pty) Ltd 
Motorola Building  
Woodmead, Johannesburg 
(011) 027 1000 
  
Dear Sir/Madam, 
 
RESEARCH SURVEY: DYSFUNCTIONAL FACILITIES MANAGEMENT SERVICE 
PROVISION IN AN OUTSOURCED ENVIRONMENT. 
 
Facilities Management (FM) adds value to organisations in various ways; cost 
reduction in operations, improvement of customer/client satisfaction etc. to 
mention a few. The provision of such services can be done in the following ways; by 
outsourcing (where the service is provided by an external contractor), in-house staff 
or a combination of the both. But over the years, outsourcing contracts has been 
found to be failing, with some contracts ending in costly legal suits. There is, 
therefore the need to research why this is so and identify key variables to prevent 
such failures. 
 
This is the objective of this master’s treatise, to determine the reasons and causes of 
the failure or dysfunctioning of the JCI outsourced contract of facilities management 
provision. The findings will benefit both the service provider and the client by 
identifying what the service provide has to do in order to meet and exceed the 
clients’ expectations. Please complete the questionnaire that would be sent to you 
by clicking on the link provided. I would be grateful if you could complete the 
questionnaire before or on the 30 June 2012. All responses will be treated with the 
strictest confidentiality and will be used solely for the purposes of this research. 
 
If you would be interested in the key findings of this survey, Kindly fill the attached 
Summary request Form and return it by fax to 086 750 0151 or email to 
ekotoo@gmail.com and should you also need have any query in completing the 
questionnaire, please feel free to contact me on 012 428 6728 or 071 482 7665 
during working hours. 
 
Thank you in anticipation of your helpful response. 
 
Yours Sincerely, 
___________________________                           ____________________________ 
Ernest Otoo                                                                  R. Cumberlege 
(Researcher)                                                                 (Supervisor)   
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Survey Questionnaire 
 
for  
 
MSc (Facilities Management) Degree 
 
Research 
 
 
E.K. Otoo 
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DYSFUNCTIONAL FACILITIES MANAGEMENT IN AN OUTSOURCED 
ENVIRONMENT 
 
Introduction 
The purpose of the questionnaire is to measure the level of knowledge of the 
Request for Proposal (RFP) contents, the Service Level Agreement (SLA) governing 
the provision of the FM services and experience levels of the senior management in 
managing such large outsource contracts. The questionnaire has four sections 
namely: background, knowledge of the RFP Contents, SLA contents and outsourcing 
contract experience.  
 
Each section has a set of instructions to assist the respondent in completing the 
questionnaire. All responses will be treated as strictly confidential. 
 
SECTION A: DEMOGRAPHIC BACKGROUND. 
Please tick the appropriate box for each question. 
 
1. Please indicate your position/designation at Organisation 
Regional Operations 
Manager     Account Director   
Facilities Manager   
 
Programme Director   
Project Manager   
 
Operations Director   
Building Manager   
 
Technical service 
leader   
Other (please indicate) 
2. How long have you being employed at the Organisation? 
< 1 year   
 
6 - 10 years   
1 - 5 years   
 
> 10 years   
3. How long have you been involved on this Outsourced account? 
< 1 year   
 
2 - 3 years   
1 - 2 years   
 
> 3 years   
4. What is the length of your experience in the facilities Management practice? 
< 1 year   
 
6 - 10 years   
1 - 5 years   
 
> 10 years   
5. What formal education have you had in facilities management? 
No Formal Training     
Master's degree In 
FM   
National Diploma in FM   
 
PhD degree in FM   
3-4 year degree in FM   
 
Certificate 
programme in FM   
Other (please indicate) 
6. Kindly indicate which age group is applicable to you 
18 - 30 years   
 
41 - 50 years   
31 - 40 years   
 
> 50 years   
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SECTION B: KNOWLEDGE OF OUTSOURCED RFP CONTENT. 
LISTED BELOW ARE ACTIVITIES THAT UNDERPIN THE UNDERSTANDING OF THE CONTENTS OF THE REQUEST FOR PROPOSAL 
(RFP). PLEASE INDICATE IF YOU ARE CURRENTLY PERFORMING OR AWARE OF THESE ACTIVITIES AND THEIR IMPORTANCE IN 
THE OUTSOURCED ENVIRONMENT, USING THE FIVE POINT RATING SCALE. (1: LEAST IMPORTANCE/EVIDENCE TO 5: HIGHLY 
IMPORTANCE/EVIDENCE). 
 
 
 
1 2 3 4 5 1 2 3 4 5
1 The the contents of the RFP submitted to the client(s) is made available to all
2 Understanding the Request for Proposal document
3 The entire scope of works as detailed in the RFP is understood
4 The RFP is in a simple clear summary document  and is in a non-technical language to understand
5 The RFP is clear about the service that JCI has to provide to the Client
6 My team have regular meetings regarding the RFP document and its contents
7 The RFP proposes solutions that addresses the clients expectations
8 The RFP addresses the clients needs and not wants
Evidence
U
n
su
re
9
Any comments:
U
n
su
reImportance
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SECTION C: KNOWLEDGE OF SERVICE LEVEL AGREEMENT (SLA). 
THE SECTION WILL LOOK TO ADDRESS YOUR UNDERSTANDING OF THE SERVICE LEVEL AGREEMENT. PLEASE SELECT THE 
MOST APPROPRIATE ANSWER FOR EACH STATEMENT IN THIS SECTION. STATE WHETHER YOU AGREE OR DISAGREE WITH 
REGARDS TO THE IMPORTANCE & EVIDENCE OF THE STATEMENTS. (1 = STRONGLY DISAGREE, 2 = DISAGREE, 3 = NEUTRAL, 4 = 
AGREE, 5= STRONGLY DISAGREE).  
 
1 2 3 4 5 1 2 3 4 5
1 There is a formal service level agreement (SLA) in place with the client(s).
2 All personnel have take the time to read and understand the SLA
3 The contents of the SLA is understood
4 The SLA is in a simple clear summary documents  and is in a non-technical language
5 The service level agreement clearly state what services are to be performed.
6 The details of the services to be provided are clearly understood by all parties
7 The resepective response times for each service to be provided is reasonably
8 The SLA can be used to measure performance of the service provided
9 The SLA can be used to identify areas of improvement
10 The SLA can be used to identify resources required
11 Understanding the SLA will help improve working relationships with the client
12
Comments:
Evidence
U
n
su
re
U
n
su
reImportance
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SECTION D: SENIOR MANAGEMENT EXPERIENCE (REGIONAL OPERATIONS MANAGERS/OPERATION, PROGRAMME & 
ACCOUNT DIRECTORS)  
THIS SECTION IS ONLY APPLICABE TO SENIOR MANAGEMENT AS LISTED ABOVE, AND DETERMINE THE LEVEL OF EXPERIENCE 
OF SENIOR MANAGEMENT PERSONNEL ON THIS ACCOUNT. PLEASE INDICATE YOUR ANSWER AND THEIR IMPORTANCE IN THE 
OUTSOURCED ENVIRONMENT, USING THE FIVE POINT RATING SCALE. (1: LEAST IMPORTANCE/EVIDENCE, TO 5: MOST 
IMPORTANCE). 
 
 
1 2 3 4 5 1 2 3 4 5
1 How relevant is Involvement at a senior management level on a similar outsourced contract
2 Experience in Business Process Outsourcing Management is needed to a success of an outsourced contract
3 Prior management of similar outsourcing contract is critical to the success of the contract.
4 The management team is strong and innovative
5 Management maintains open lines of communications with rest of team and client representatives.
6 The team has experience to identify processes that add value to the outsource
7 The team is able to identify and define objective service levels and the metrics to measure the results
8 How relevant is your involvment in negotiating the terms of service levels agreement and adjustments
9 New management techniques and specialized skills are required to manage the client-side management team
10 The team has the experience to managing and meeting client expectations
11 The team has the experience to providing effective governance of these relationships
12 The current team is able to assess the current outsourcing contract relationship and capabilities
13 The team has the experience to manage the outsourced strategic processes that directly impact revenues.
14
U
n
su
re
Comments
Importance Evidence
U
n
su
re
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SECTION E: 
ANY FURTHER COMMENTS NOT COVERED ABOVE: 
………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………… 
 
SECTION F: 
REQUESTING SUMMARY OF KEY FINDINGS OF THE RESEARCH 
 
Dysfunctional facilities management in an outsourced environment 
 
I would like to receive summary of the key findings of the research. My contact 
details are as follows: 
 
Name:______________________________________________________________ 
 
 
Fax:________________________________________________________________ 
 
 
Email_______________________________________________________________ 
 
 
 
 
THANK YOU FOR YOUR PARTICIPATION.
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 APPENDIX B3: SURVEY QUESTIONNAIRE REMINDER LETTERS. 
 
Date: _______________ 
 
 
Respondents’ Name 
170 Fox Street 
Broadcast House 
Johannesburg 
(011) 350 0451 
 
 
Dear_____________________________,   
 
 
RE: DYSFUNCTIONAL FACILITIES MANAGEMENT SERVICE PROVISION 
IN AN OUTSOURCED ENVIRONMENT  
 
I wish to remind you regarding the questionnaire on the above subject; a link to 
access the questionnaire was mailed to you some weeks ago. 
If you have already completed the questionnaire, then please do accept my 
appreciation for your time and effort in completing the survey. If otherwise, please be 
so kind to complete the survey and return by ________________. The questionnaire 
should take approximately 15 minutes to complete. Your input is valuable to the 
success of this research. 
Thank you for co-operation. 
 
Yours faithfully, 
 
 
_______________________________ 
Ernest Otoo 
(Researcher) 
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APPENDIX C1: RESPONDENTS DEMOGRAPHICS QUESTIONNAIRE 
 
Respondents 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 Total %
ROM 1 1 1 1 1 5 20
FM 1 1 1 1 1 1 1 1 8 32
PM 1 1 2 8
BM 1 1 1 1 1 1 1 7 28
ACD 1 1 4
PRD 1 1 4
OPD 1 1 4
TSL 1 1 1 3 12
Other 0 0
< 1 year 1 1 2 8
1 - 5 years 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 20 80
6 - 10 years 1 1 2 8
> 10 years 1 1 1 1 4 16
< 1 year 1 1 1 1 1 5 20
1 - 2 years 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 17 68
2 - 3 years 1 1 1 1 1 1 6 24
> 3 years 0 0
< 1 year 1 1 1 1 1 5 20
1 - 5 years 1 1 1 1 1 1 6 24
6 - 10 years 1 1 1 1 1 1 1 1 1 1 1 1 1 13 52
> 10 years 1 1 1 1 4 16
No Formal Training 1 1 1 1 1 1 1 1 8 32
National Diploma 1 1 1 3 12
3-4 year degree 1 1 2 8
Master's degree 1 1 4
PhD degree 0 0
Certificate programme 1 1 1 1 1 1 1 1 1 1 1 1 1 13 52
Other (please indicate) 1 1 4
18 - 30 years 1 1 1 1 4 16
31 - 40 years 1 1 1 1 1 1 1 1 1 1 10 40
41 - 50 years 1 1 1 1 1 1 1 1 1 9 36
> 50 years 1 1 1 1 1 5 20
Q6
Q5
Q4
Q3
Q2
Q1
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APPENDIX C2: SECTION B RESPONDENTS RESPONSE DATA 
 
1 2 3 4 5 1 2 3 4 5
1 The the contents of the RFP submitted to the client(s) is made available to all 4 1 1 4 18 16 4 0 3 5
2 Understanding the Request for Proposal document 4 2 1 6 15 12 8 0 3 5
3 The entire scope of works as detailed in the RFP is understood 3 2 2 4 17 12 4 0 8 4
4 The RFP is in a simple clear summary document  and is in a non-technical language to understand 2 4 0 6 16 12 0 8 4 4
5 The RFP is clear about the service that JCI has to provide to the Client 1 2 1 8 16 12 4 4 4 4
6 My team have regular meetings regarding the RFP document and its contents 4 4 0 8 12 16 4 0 4 4
7 The RFP proposes solutions that addresses the clients expectations 2 1 3 4 18 8 8 4 0 8
8 The RFP addresses the clients needs and not wants 4 0 4 0 20 12 4 0 8 4
9 Any comments/Other:
Frequency 
Importance
Frequency Evidence
SECTION B: KNOWLEDGE OF THE OUTSOURCED RFP CONTENT
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APPENDIX C3: SECTION C RESPONDENTS RESPONSE DATA 
 
1 2 3 4 5 1 2 3 4 5
1 There is a formal service level agreement (SLA) in place with the client(s). 1 5 0 6 16 12 12 0 2 2
2 All personnel have take the time to read and understand the SLA 1 5 0 8 14 11 6 6 3 2
3 The contents of the SLA is understood 1 5 0 7 15 13 6 6 1 2
4 The SLA is in a simple clear summary documents  and is in a non-technical language 0 0 0 14 14 2 11 5 8 2
5 The service level agreement clearly state what services are to be performed. 0 6 0 4 18 2 22 0 2 2
6 The details of the services to be provided are clearly understood by all parties 1 5 0 8 14 13 11 0 3 1
7 The resepective response times for each service to be provided is reasonably 0 0 3 17 8 7 11 2 6 2
8 The SLA can be used to measure performance of the service provided 0 6 0 3 19 2 23 5 3 1
9 The SLA can be used to identify areas of improvement 0 6 0 3 19 2 17 5 3 1
10 The SLA can be used to identify resources required 0 0 0 17 11 7 6 5 9 1
11 Understanding the SLA will help improve working relationships with the client 1 0 6 2 19 12 12 0 1 3
12 Any Comments/Other:
Frequency 
Importance
Frequency 
EvidenceSECTION C: KNOWLEDGE OF SERVICE LEVEL AGREEMENT (SLA)
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APPENDIX C4: SECTION D RESPONDENTS RESPONSE DATA 
 
1 2 3 4 5 1 2 3 4 5
1 How relevant is Involvement at a senior management level on a similar outsourced contract 0 0 0 6 22 15 2 11 0 0
2 Experience in Business Process Outsourcing Management is needed to a success of an outsourced contract 0 0 0 1 27 10 6 7 5 0
3 Prior management of similar outsourcing contract is critical to the success of the contract. 1 0 5 13 9 10 7 11 0 0
4 The management team is strong and innovative 0 0 1 12 15 9 8 11 0 0
5 Management maintains open lines of communications with rest of team and client representatives. 1 0 0 10 17 11 1 6 5 0
6 The team has experience to identify processes that add value to the outsource 1 0 0 2 25 16 1 1 10 0
7 The team is able to identify and define objective service levels and the metrics to measure the results 1 0 1 13 13 11 6 6 5 0
8 How relevant is your involvment in negotiating the terms of service levels agreement and adjustments 1 0 4 7 16 16 1 11 0 0
9 New management techniques and specialized skills are required to manage the client-side management team 0 0 0 10 18 11 6 11 0 0
10 The team has the experience to managing and meeting client expectations 1 0 0 2 25 16 1 1 10 0
11 The team has the experience to providing effective governance of these relationships 1 0 2 11 14 14 4 5 5 0
12 The current team is able to assess the current outsourcing contract relationship and capabilities 1 0 1 16 10 7 11 10 0 0
13 The team has the experience to manage the outsourced strategic processes that directly impact revenues. 1 0 0 7 20 10 7 6 5 0
14 Any Comments/Other:
Frequency 
Importance 
Frequency 
EvidenceSECTION D: SENIOR MANAGEMENT EXPERIENCE 
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APPENDIX C5: SECTION B QUESTIONNAIRE RESPONSE &  
CHI-SQUARE CALCULATION. 
 
 
 
 
B.1 B.2 B.3 B.4 B.5 B.6 B.7 B.8 Total 3
1 4 4 3 2 1 4 2 4 24
2 1 2 2 4 2 4 1 0 16
3 1 1 2 0 1 0 3 4 12
4 4 6 4 6 8 8 4 0 40
5 18 15 17 16 16 12 18 20 132
28 28 28 28 28 28 28 28 224
1 3.0000 3.0000 3.0000 3.0000 3.0000 3.0000 3.0000 3.0000
2 2.0000 2.0000 2.0000 2.0000 2.0000 2.0000 2.0000 2.0000
3 1.5000 1.5000 1.5000 1.5000 1.5000 1.5000 1.5000 1.5000
4 5.0000 5.0000 5.0000 5.0000 5.0000 5.0000 5.0000 5.0000
5 16.5000 16.5000 16.5000 16.5000 16.5000 16.5000 16.5000 16.5000
1 1.0000 1.0000 0.0000 -1.0000 -2.0000 1.0000 -1.0000 1.0000
2 -1.0000 0.0000 0.0000 2.0000 0.0000 2.0000 -1.0000 -2.0000
3 -0.5000 -0.5000 0.5000 -1.5000 -0.5000 -1.5000 1.5000 2.5000
4 -1.0000 1.0000 -1.0000 1.0000 3.0000 3.0000 -1.0000 -5.0000
5 1.5000 -1.5000 0.5000 -0.5000 -0.5000 -4.5000 1.5000 3.5000
1 1.0000 1.0000 0.0000 1.0000 4.0000 1.0000 1.0000 1.0000
2 1.0000 0.0000 0.0000 4.0000 0.0000 4.0000 1.0000 4.0000
3 0.2500 0.2500 0.2500 2.2500 0.2500 2.2500 2.2500 6.2500
4 1.0000 1.0000 1.0000 1.0000 9.0000 9.0000 1.0000 25.0000
5 2.2500 2.2500 0.2500 0.2500 0.2500 20.2500 2.2500 12.2500
1 0.3333 0.3333 0.0000 0.3333 1.3333 0.3333 0.3333 0.3333 3.333
2 0.5000 0.0000 0.0000 2.0000 0.0000 2.0000 0.5000 2.0000 7.000
3 0.1667 0.1667 0.1667 1.5000 0.1667 1.5000 1.5000 4.1667 9.333
4 0.2000 0.2000 0.2000 0.2000 1.8000 1.8000 0.2000 5.0000 9.600
5 0.1364 0.1364 0.0152 0.0152 0.0152 1.2273 0.1364 0.7424 2.424
Chi-square 1.3364 0.8364 0.3818 4.0485 3.3152 6.8606 2.6697 12.2424 31.691
Section B Questionnaire Statements
Likert Scale
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APPENDIX C6: SECTION C QUESTIONNAIRE RESPONSE & 
CHI-SQUARE CALCULATION. 
 
 
 
 
Q.1 Q.2 Q.3 Q.4 Q.5 Q.6 Q.7 Q.8 Q.9 Q.10 Q.11 Total 3
1 1 0 1 1 0 1 2 0 0 1 1 8
2 5 5 5 1 6 4 3 6 6 1 4 46
3 1 1 0 1 1 1 3 0 0 1 2 11
4 6 8 7 13 4 8 12 3 3 15 2 81
5 15 14 15 12 17 14 8 19 19 10 19 162
28 28 28 28 28 28 28 28 28 28 28 308
1 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273 0.7273
2 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818 4.1818
3 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000 1.0000
4 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636 7.3636
5 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273 14.7273
1 0.2727 -0.7273 0.2727 0.2727 -0.7273 0.2727 1.2727 -0.7273 -0.7273 0.2727 0.2727
2 0.8182 0.8182 0.8182 -3.1818 1.8182 -0.1818 -1.1818 1.8182 1.8182 -3.1818 -0.1818
3 0.0000 0.0000 -1.0000 0.0000 0.0000 0.0000 2.0000 -1.0000 -1.0000 0.0000 1.0000
4 -1.3636 0.6364 -0.3636 5.6364 -3.3636 0.6364 4.6364 -4.3636 -4.3636 7.6364 -5.3636
5 0.2727 -0.7273 0.2727 -2.7273 2.2727 -0.7273 -6.7273 4.2727 4.2727 -4.7273 4.2727
1 0.0744 0.5289 0.0744 0.0744 0.5289 0.0744 1.6198 0.5289 0.5289 0.0744 0.0744
2 0.6694 0.6694 0.6694 10.1240 3.3058 0.0331 1.3967 3.3058 3.3058 10.1240 0.0331
3 0.0000 0.0000 1.0000 0.0000 0.0000 0.0000 4.0000 1.0000 1.0000 0.0000 1.0000
4 1.8595 0.4050 0.1322 31.7686 11.3140 0.4050 21.4959 19.0413 19.0413 58.3140 28.7686
5 0.0744 0.5289 0.0744 7.4380 5.1653 0.5289 45.2562 18.2562 18.2562 22.3471 18.2562
1 0.102 0.727 0.102 0.102 0.727 0.102 2.227 0.727 0.727 0.102 0.102 5.750
2 0.160 0.160 0.160 2.421 0.791 0.008 0.334 0.791 0.791 2.421 0.008 8.043
3 0.000 0.000 1.000 0.000 0.000 0.000 4.000 1.000 1.000 0.000 1.000 8.000
4 0.253 0.055 0.018 4.314 1.536 0.055 2.919 2.586 2.586 7.919 3.907 26.148
5 0.005 0.036 0.005 0.505 0.351 0.036 3.073 1.240 1.240 1.517 1.240 9.247
Chi-square 0.520 0.978 1.285 7.343 3.405 0.201 12.553 6.343 6.343 11.960 6.257 57.189
Section C: Questionnaire Statements
Likert Scale
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APPENDIX C7: SECTION D QUESTIONNAIRE RESPONSE &  
CHI-SQUARE CALCULATION. 
 
 
 
  
Q.1 Q.2 Q.3 Q.4 Q.5 Q.6 Q.7 Q.8 Q.9 Q.10 Q.11 Q.12 Q.13 Total 3
1 2 1 1 1 1 1 1 1 1 1 1 1 1 14
2 2 1 0 0 0 0 0 0 1 1 0 0 1 6
3 0 0 5 1 1 1 1 4 1 0 2 1 1 18
4 6 2 13 11 9 2 13 7 8 1 11 16 7 106
5 18 24 9 15 17 24 13 16 17 25 14 10 18 220
28 28 28 28 28 28 28 28 28 28 28 28 28 364
1 1 1 1 1 1 1 1 1 1 1 1 1 1
2 0 0 0 0 0 0 0 0 0 0 0 0 0
3 1 1 1 1 1 1 1 1 1 1 1 1 1
4 8 8 8 8 8 8 8 8 8 8 8 8 8
5 17 17 17 17 17 17 17 17 17 17 17 17 17
1 1 0 0 0 0 0 0 0 0 0 0 0 0
2 2 1 0 0 0 0 0 0 1 1 0 0 1
3 -1 -1 4 0 0 0 0 3 0 -1 1 0 0
4 -2 -6 5 3 1 -6 5 -1 0 -7 3 8 -1
5 1 7 -8 -2 0 7 -4 -1 0 8 -3 -7 1
1 0.852 0.006 0.006 0.006 0.006 0.006 0.006 0.006 0.006 0.006 0.006 0.006 0.006
2 2.367 0.290 0.213 0.213 0.213 0.213 0.213 0.213 0.290 0.290 0.213 0.213 0.290
3 1.917 1.917 13.071 0.148 0.148 0.148 0.148 6.840 0.148 1.917 0.379 0.148 0.148
4 4.639 37.870 23.485 8.101 0.716 37.870 23.485 1.331 0.024 51.178 8.101 61.562 1.331
5 1.160 50.083 62.775 3.698 0.006 50.083 15.391 0.852 0.006 65.237 8.544 47.929 1.160
1 0.791 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.005 0.857
2 5.128 0.628 0.462 0.462 0.462 0.462 0.462 0.462 0.628 0.628 0.462 0.462 0.000 10.705
3 1.385 1.385 9.440 0.107 0.107 0.107 0.107 4.940 0.107 1.385 0.274 0.107 0.107 19.556
4 0.569 4.644 2.880 0.993 0.088 4.644 2.880 0.163 0.003 6.276 0.993 7.550 0.163 31.849
5 0.069 2.959 3.709 0.219 0.000 2.959 0.909 0.050 0.000 3.855 0.505 2.832 0.069 18.136
Chi-square 7.942 9.622 16.497 1.786 0.662 8.178 4.364 5.621 0.744 12.150 2.239 10.956 0.344 81.103
Likert Scale
Section D: Questionnaire Statetments
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APPENDIX C8: CHI-SQUARE CALCULATION & TABLE 
